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Arnaud Laroche
EMEIA Advisory AI Leader

Leveraging AI 
@full speed



Behind the scene
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What is at stake 
?

Mimicking human-
scale
cognitive 
performance 
along six 
dimensions 

1. Learn and master skills
Time to learn and then time to 
master a skill

2. Speed and accuracy 
of task execution
Speed and accuracy of 
executing both physical and 
cognitive tasks

3. Transfer of knowledge
Ability to transfer knowledge 
from one domain to another

4. Empathize and adjust
Ability to empathize and 
adjust actions/behavior

5. Engage naturally
Interact through written and 
spoken language, gestures and 
other physical indications 

6. Be original
Conceive original ideas, 
connect disparate concepts
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1. Learn and master skills

2. Speed and accuracy 
of task execution

3. Transfer of knowledge

4. Empathize and adjust

5. Engage naturally

6. Be original

vvv

vvv

vvv

vvv

vvv

vvv

Where do we 
stand ?

Machines now 
match or exceed 
human-like 
cognition in two 
dimensions, 
already used to 
solve complex 
tasks

Strategy Image recognition Safe automation
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How does it 
work in real life ?

The example of 
supervised 
machine learning

Several layers of neuronsA neuron

Inputs

Outputs

An artificial
neuron…

An artificial neural 
network…

• Is (remotely) inspired from 
biological neurons

• Is mathematically very simple
• Can be trained efficiently with a 

simple algorithm
• Can only model very basic 

patterns

• Combine several neurons, the 
outputs of certain neurons 
becoming the inputs of other 
neurons

• Can be hard to train
• Can model arbitrarily complex 

patterns

Training algorithm

“Cat” “Dog” “Cat”

Training data

Model

Input

Output

“Dog”
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What are the typical issues 
resolved?

Artificial 

Intelligence

Planning 

optimization

Supervised Learning 

Deep Learning 

Speech to Text

Text to Speech

Image Recognition

Machine Vision

Text Generation

Question Answering

Context Extraction

Classification

Machine Translation

Language & 

knowledge 

extraction

Artificial

vision

Pattern

recognition

Interactive

conversation

Automated planning

Virtual assistantRobotics

Autonomous vehicles

Humanoid robots
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Business maturity
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By 2019, start-ups 
will overtake 
Amazon, Google, 
IBM and 
Microsoft in 
driving the AI 
economy with 
disruptive 
business 
solutions.

AI analytics 
research 
industry will 
grow to US$70 
billion by 2020
from just $8.2 
billion in 2013

AI could almost 

double 
annual 
economic 
growth 
and lead to 40% 
increase in 
productivity
by 2035

In 2018, 10% 
of government 
digital services 
use bots 
to personalize 
workflows and 
channels through 
which citizens and 
businesses access 
services.

Through 2020, 
organizations using 
cognitive 
ergonomics and 
system design in 
new AI projects will 
achieve long-term 
success four times 
more often than 
others.

The AI market will 
increase to more 
than US$47 
billion in 2020, 
from $8 billion in 
2016

2018 2019 2020 2035

Where do we go 
?
“Just as electricity transformed 
almost everything 100 years ago, 
today I actually have a hard time 
thinking of an industry that I don’t 
think AI will transform in the next 
several years.”

Andrew Ng, AI pioneer
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Public cloud

computing services

Why now ? 
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Science is open

Computers now exceed 
human performance for 
certain tasks (e.g. image 
recognition) thanks to deep 
learning

x2 processing 

power/18 months

Calculation capabilities are growing

Moore’s law

Specialized electronic

components

Distributed storage and 

processing technologies

Data is flowing

Connected devices Mobile devices Social media

Open data Internet data

Algorithms are improving



13

In 6 to 18 months

In 3 to 5 years

Low AI adoption: 

Education, Healthcare, Travel, Consumer products

Medium AI adoption: 

Retail, Media, Finance

High AI adoption: 

Tech companies

Tech giants are, 
for sure, leading 
the game…
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Fewer than 10,000 people in the world have the skills necessary to tackle serious AI research

7%

28
%

60
%

4%

1%



3 tricks to make it 
happen
TRICK #1  : THINK BIG !
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How we define goals, performance, and value is anchored to 
what we believe humans can do within an earth-cycle:

Today, performance is 
measured in very 
human terms 

1. How many core samples can a geologist review in an hour?
2. How many webpages can a developer code in a weekend (with pizza)?
3. How many job applicants can a recruiter interview in an afternoon?
4. How many patients can a nurse check on in a shift?
5. How many blood tests can a lab technician process in a day? 

These measurements are rooted in biology and nature, and highly constrained 
by our perceptions of what is possible, and what is fair.  

Th
in

k d
iffe

re
n

t to
 m

ake
 it h

ap
p

e
n



16

Machines can solve a Rubik’s cube in less then one 
second, a cognitive and physical feat only possible 
because a machine is unconstrained by the limits of 
biology. 

Machines don’t sleep, eat or take breaks. They learn 
and execute at non-human speeds, which represents a 
new outer boundary of performance.

New Record! 
Robot Solves Rubik's Cube 

in Less Than a Second.
LiveScience

As work becomes 
more automated, 
humans still matter, 
but human-scale 
metrics become less 
relevant

Rubik’s Cube world Record
Source: livescience.com

The system used computer vision to read the colored tiles, 
applied an algorithm to determine the optimal path to the 
fastest solution time, and then used six motor-controlled 
arms to manipulate the cube, considering 43 quadrillion 
possible configurations before completing its task within 
0.667 seconds – 10 times faster than any human has ever 

been able to do. 

By Kacey Deamer, Nov 11, 2016
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https://www.livescience.com/56828-robot-sets-rubiks-cube-world-record.html


3 tricks to make it 
happen
TRICK #2  : BUILD TRUST !
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Video game
Atari Montezuma’s Revenge

2012 2013 2014 2015 2016 2017 2018

S
co

re

Reading comprehension 
Stanford Questions Answers Dataset

1. AI is no cure 
for all…

Elaborate a 
monitoring frame of 
ideation.

Educate people on 
the the basics of 
artificial intelligence.

Manage change and 
top management 
expectations.



19

M
an

age
 tru

st to
 m

ake
 it h

ap
p

e
n

2. AI can be 
misleading…

Onboard domain 
experts and think 
carefully about the 
impacts of the project.

Look for potential data 
bias and continuously 
monitor models' 
predictions.

Choose methods to find 
proper balance 
between performance 
and interpretability.

The most efficient algorithms 
output are very complex and 
opaque, and their theoretical 
understanding is very limited

Machine learning systems can 
be quite easily misled by 
malicious users

85% of AI projects through 

2020 will deliver erroneous 
outcomes due to bias in 

data, algorithms or development 
teams

Source: Gartner’s 2018 CIO Agenda Survey

Bias in training data or poorly 
specified objectives can lead AI 
algorithms to behave in 
unacceptable ways
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3. AI is 
fascinating AND 
scary…

Don’t concentrate AI 
efforts on replacing 
people. Help them.

Trust collective 
intelligence as much as 
artificial intelligence.

Decentralize sources of 
information.

70%
Of top-management 
believes AI to be a 
driver of progress

70%
Of mid-management 
employees and below 
are convinced of the 

contrary

Cumulative effect can be disastrous !
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You need to build a consistent Trusted AI framework

The AI’s outcomes are aligned with stakeholder 
expectations and perform at a desired level of 
precision and consistency.

When interacting with an AI, an end-
user is given appropriate notification 
and an opportunity to select their level 

of interaction. User consent is obtained, 
as required for data captured and used.

Inherent biases arising from the development 
team composition, data and training methods 
are identified and addressed through the AI 

design.  The AI system is designed with 
consideration for the need of all impacted 

stakeholders and to promote a positive 
societal impact.

The data used by the AI system components 
and the algorithm itself is secured from 
unauthorized access, corruption and/ or 

adversarial attack. 

The AI’s training methods and decisions criteria can be 
understood, is documented and is readily available for 
human operator challenge and validation.

Transparent

Explainable

Resilient

Performance

Unbiased
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Design
risks

Trusted

AI



3 tricks to make it 
happen
TRICK #3  : MASTER INNOVATION !
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You need to design strong organizational and technical 
enablers to leverage AI

ORGANIZATION & PROCESSES SOLUTIONS AND TOOLS

• Defined and shared E2E delivery process
Iterative R&D and industrialization process, with defined steps and 

gates

• Multidisciplinary teams & agile ways of working
Right mix of business, analytics, IT and data skills, working as one 

team, with defined roles & responsibilities

• Security, legal and compliance framework
On the roles and rights of the Data Science teams, R&D phase, cross-

entity sharing of data

• R&D platform
Secured data vault with industrialized ingestion & masking processes. Platform 

with flexible and elastic storage / compute capacities, allowing to build, train and 

test AI models

• Industrialization platform
Container platform with adapted storage & compute, monitoring tools and AI 

specific processes, allowing batch and real time run of solutions, interfaced with 

information system

• Reusable AI building blocks
Developed internally or externally, ready-to-use or to be fine-tuned

The implementation of these capabilities will 

• Secure the development and the run of AI solutions in a timely manner

• Address the different AI use cases and their interfacing with information systems
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A classical and generally successful approach is to 
design Centers of Excellence to innovate and scale up

►The hub for AI & Advanced 
Analytics

►An organization focused on 
enterprise-wide empowerment

►A team of experts 

►A highly influential node on a 
network of distributed experts 
and competency centers

►A steward of methods and 
standards

►A link between strategy and 
execution

►A change agent

►A catalyser for excellence 
enabling speed, scope, and scale



Thank you.
EY  |  Assurance | Tax | Transactions | Advisory

About EY
EY is a global leader in assurance, tax, transaction and advisory services. The insights and quality 
services we deliver help build trust and confidence in the capital markets and in economies the 
world over. We develop outstanding leaders who team to deliver on our promises to all of our 
stakeholders. In so doing, we play a critical role in building a better working world for our people, 
for our clients and for our communities.

EY refers to the global organization, and may refer to one or more, of the member firms of Ernst & 
Young Global Limited, each of which is a separate legal entity. Ernst & Young Global Limited, a UK 
company limited by guarantee, does not provide services to clients. For more information about 
our organization, please visit ey.com.

Ernst & Young LLP is a client-serving member firm of Ernst & Young Global Limited operating in the 
US.

© 2015 Ernst & Young LLP.
All Rights Reserved.
ED None

This material has been prepared for general informational purposes
only and is not intended to be relied upon as accounting, tax or other
professional advice. Please refer to your advisors for specific advice.

ey.com
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L’IA doit-elle être haïe ? 

Décryptage de quelques grandes tendances actuelles de la transformation digitale

Patrice SLUPOWSKI

25 juin 2019
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▪ « Software is eating the world »

▪ « The IoT will become the internet of 

everything »

▪ « Data is the new oil »

▪ « Cybercrime is the modern-Day mafia »

▪ « AI is the new UI »

▪ « Immersion is the new revolution »

▪ « Real time is too late »

▪ « Future of apps is no app »

▪ « Power is switching from institutions to 

communities »

▪ « Everything as a service »

▪ « Silicon is back »
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Sleep tracking
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behavior change 

will be 

the killer-app

of the IoT
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7 000 000 ~ 1%

Polyarthritis

« Can we identify 
a behavior change 

in the daily activity of patients 
suffering from polyarthritis 

by analyzing 
activity trackers data ? »

+15 000 000 data

170 patients  - 3 months

Khiops ©

Datavenue

1

2

3
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The Internet of Things, 3rd age of the internet, a digital revolution with billions 

of objects producing data, a data tsunami of digital traces, social networks & 

connected objects putting the world in data
▪ 300 to 500 million devices sales per year in 2017-

2018 according to ABI research compared to 1,7 

billion smartphones. There are now more connected 

things than connected people.

▪ IoT and Big Data are horizontal concepts made of 

several vertical categories (Home, Care, Transport, 

M2M, … ) and disrupting several vertical industries 

(insurance, automotive, health, wellness …

▪ The world is quickly turned into data thanks to clouds 

and computing power

Smart

Persona

l

Smart 

Home

Smart 

City
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Algorithms able to 

reproduce a human

reasoning
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Learn from

existing data bases

Learn by 

themselves
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So many passwords…
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The IoT will densify 

the internet 

by a factor of 15
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My Building Has Been Hacked
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Future of 

Digital Identity

will be Strong, 

Frictionless

& Multi-factor
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Users DATA 

must belong

to 

Users



GDPR: General Data Protection Regulation

- cadre harmonisé  

- application extraterritoriale 

- consentement « explicite » et « positif » 

- droit à l’oubli 

- portabilité des données personnelles 

- Profilage

- Privacy by design

- notifications des fuite de données

- nomination d'un délégué à la 

protection des données (Data 

Protection Officer)

- sanctions financières jusqu'à 4 % 

du CA mondial

- création du European Data 

Protection Board
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AI
UI
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Djingo assistant Chatbot for Orange Bank 
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Chatbot within mobile ecosystems

Messenger bots
Apps - Duolingo

to learn a foreign language

RCS 
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A new user experience : 24/7 effortless customer assistance

Value proposition

Need assistance ? 

Ask Djingo with your own words and get  your answer quickly 

Today customer accesses Djingo’s 

automated assistance in assistance FAQ 

: link

Djingo

Answer to

customer’s 

pain points

https://espaceclientpro.orange.fr/djingo/?callerid=
https://assistance.orange.fr/mobile-tablette/tous-les-mobiles-et-tablettes/depanner/obtenir-le-code-puk/code-puk-debloquer-votre-carte-sim-client-pro-_45000-45838
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Assurance Retraite
Un bot pour faciliter la vie de nos retraités 

Enjeux

▪ Augmenter sa productivité en 

automatisant le traitement des 

principales questions de ses clients

▪ Accompagner les assurés retraités dans 

la prise en main des services proposés 

dans leur espace personnel sur le 

portail.

▪ Assurance retraite qui gère la retraite du régime 
général de la Sécurité Sociale

▪ Environ 400 points d’accueil en France pour 12 
965 professionnels au service de la retraite

▪ 17,5 millions de cotisants pour 13,9 millions de 
retraités

Solution

▪ 6 cas d’usage : changer 

mes coordonnées 

bancaires et personnel, 

Consulter mes 3 derniers 

paiements …

Bénéfices

▪ Permet de décharger les 

agents sur les questions les 

plus fréquentes pour se 

concentrer sur  des tâches à 

valeur ajoutée.



AI

is

the

new 

UI
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Customer 

interactions of 

tomorrow
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Real time is too late



Fondamentaux Cloud-IoT-Big Data | 08 juin 2017 70
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The market is booming

OK

US Reach: 

20% of adults have a smart speaker
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Multi Devices Reach

30% own more than 1 smart speaker
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Smart Assistant Usage per Devices

Source: PWC – Prepare for the voice revolution

Microphone embedded along time ago Recently embedding microphone
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At home, speakers are more convenient …

Source: PWC – Prepare for the voice revolution



3 levels of intelligence

FAQ

- Non-personal services

- Basic assistance

- almost no AI 

FAQ

&

Mono 

topic

Serve
1 Domain 

Advise
Multi domains 

Concierge

- Personal Services & Assistance

Personal coach / Virtual Advisor

- Proactivity, anticipation, advice

mostly

« simple » bots

mostly

« intelligent » 

bots
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1997   Deep Blue







From artificial intelligence to human interactions and emotions
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only 4 domains for AI …

natural language processing
-> assistants, chatbots, …

computer vision 
-> radiology, self driving cars, identity check …

data pattern and correlation identification 
-> smart data, fast data, trading, …

games with well-known rules
-> chess, go …



Immersion 

is

the

new 
revolution





The future of VR is social VR



Holoparty, le futur de la relation client



Holoparty, le futur de la relation client
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Silicon is back
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https://www.youtube.com/watch?v=KJRZTkttgLw
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https://www.youtube.com/watch?v=KJRZTkttgLw
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https://www.youtube.com/watch?v=VzhN7LyNJHs



▪ « Software is eating the world »

▪ « The IoT will become the internet of 

everything »

▪ « Data is the new oil »

▪ « Cybercrime is the modern-Day mafia »

▪ « AI is the new UI »

▪ « Immersion is the new revolution »

▪ « Real time is too late »

▪ « Future of apps is no app »

▪ « Power is switching from institutions to 

communities »

▪ « Everything as a service »

▪ « Silicon is back »
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Live from CES

LG Screens
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Live from CES

AI Toys for your cat
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Live from CES

Waverly Pilot Kuri
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Live from CES

Motobot Forpheus
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Merci

@slupowski
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Artificial Intelligence Revolution
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How many times has AI touched you 

today?
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https://www.theverge.com/2015/9/30/9416579/spotify-discover-weekly-online-music-curation-interview

https://www.theverge.com/2015/9/30/9416579/spotify-discover-weekly-online-music-curation-interview
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Insurance

▪ Automated claims processing

▪ Underwriting and eligibility

▪ Fraud detection

Healthcare

▪ Patient Care

▪ Prescription management

▪ Clinical trial management

Banking

▪ Interactive customer care agents

▪ Credit Scoring

▪ Financial risk and regulatory compliance

Retail

▪ Product recommendation

▪ Customer loyalty programs

▪ Pricing & promotion

Government

▪ Custom and border control

▪ Tax calculation

▪ Compliance and fraud detection

Travel and transportation

▪ Pricing

▪ Loyalty programs

▪ Real-time passenger notification
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20K
Customer advisors assisted by 
Watson across 5K branches

Challenge

60%
Faster answer times for Client 
Advisors

Crédit Mutuel, one of France’s leading banks, has over 5,000 branches that receive 
more than 350,000 online inquiries a day – and volume is growing 23% a year. 
Maintaining the quality of client relationships, while dealing with an ever-rising 
stream of customers and client requests, meant reinventing the role of client advisor 
or losing their competitive edge.

After running a diagnosis of how client advisors were spending their time, Crédit 
Mutuel found that a significant part of their work involved answering simple and 
repetitive questions...

They needed a solution that could speed up everyday processes and allow client 
advisors time to address more complicated and nuanced problems.

IBM deployed a Watson-powered agent assistant platform. Watson was trained 
analyzing banking and insurance vocabulary and building 50,000 lines of dialogue. 
Crédit Mutuel rolled out solutions progressively, across different lines of business.

Transformation
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55%
Of customer inquiries handled by 
Djingo

Challenge

100K
Conversations monthly between 
Djingo & customers 

Orange, the leading French telecom operator, has been proposing a disruptive 
banking model since November 2017. Today, Orange Bank, a completely digital only 
bank, has reached nearly 100,000 customers in France. 

For the French, mobile banking is becoming the preferred mode of interaction with 
their bank. Today, nearly two out of three (63%) French people have downloaded 
their bank's app on their mobile, and almost half (47%). Orange Bank wanted to  
enter the banking market with an innovative, new offer.

Orange Bank offers a new quality of customer services through a virtual advisor called 
"Djingo", which is powered by IBM Watson. 

Djingo answers customers' questions in natural language and can perform actions 
such as blocking a card in case of loss, or unblocking it.

Available 24/7, Djingo is the first point of contact for customers and prospects with 
the bank.

Transformation
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Data capture from 
unstructured 

document

Predictive Recommendation (ML)

Claims processing example with intelligent automation
▪ Reduce processing time by 50% from 8 to 

4 hours
GOALS ▪ Consistent performance during workload 

peaks
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UNIQUE CHALLENGE

Create a model to predict 

first-time buyers in the US.

Achieve performance, 

scalability, and elastic storage 

to support current and future 

analytics demands.

EXPECTED BENEFIT

Developed a model to: 

Predict potential first-time 

buyers

Move data to a scalable 

cloud-based environment

Reduce processing time more 

than 90%

USE CASE

Motorcycle manufacturer wants to use machine learning to target 

potential first-time buyers and replace current manual process.IBM’s Data Science 
Elite helps predicting 

first-time buyers

*Depending on number of nodes used and memory.



EDHEC Global MBA 2017-2018  – Digital Innovation Track – IBM Digital Thinking

Computing

Falling hardware prices

GPU accelerators

Pay-as-you-go Cloud

Data

Internet of Things

Social

Image & Video

Learning Models

Machine Learning advances

Deep Learning

Optimization algorithms

Three major changes in the last 10 years
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Traditional statistics
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AI and Trust
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What does it mean to “trust” a 

system or process?
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We trust traditional software 
applications by understanding them

124

Simulation Testing Reviews

Documentation Audits
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Traditional systems are programmed, 
predictable and introspectable

125

ProgramInput Outpu
t
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How do we trust a Machine Learning 
model, trained from data, that we 

cannot understand?

Black-box
Model

Input Output

Complex
Algorithms

Data



127127

We have to build trust in a slightly 
different way.

Through proxies we can actually 
measure and understand.

127
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Four measurable ways of building trust

128

Fairness Explainability

Robustness Lineage

TRUST

Are groups 

and individuals 

treated the 

same?

Are decisions 

safe and 

the system 

secure?

What is the 

reasoning 

behind a 

decision?

What data and 

algorithms was 

used to train the 

model?
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Let’s look at Fairness
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https://towardsdatascience.com/a-tutorial-on-fairness-in-machine-learning-3ff8ba1040cb

https://towardsdatascience.com/a-tutorial-on-fairness-in-machine-learning-3ff8ba1040cb
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https://www.washingtonpost.com/news/monkey-cage/wp/2016/10/17/can-an-algorithm-be-racist-our-analysis-is-more-cautious-than-propublicas/?utm_term=.bbe10e6766e4

https://www.technologyreview.com/s/607955/inspecting-algorithms-for-bias/

https://www.theatlantic.com/technology/archive/2018/01/equivant-compas-algorithm/550646/

“There’s software used across the country to predict future 
criminals. And it’s biased against blacks.”

“…blacks are almost twice as likely as whites to be labeled a 
higher risk but not actually re-offend.”

https://5harad.com/papers/fair-ml.pdf

https://www.washingtonpost.com/news/monkey-cage/wp/2016/10/17/can-an-algorithm-be-racist-our-analysis-is-more-cautious-than-propublicas/?utm_term=.bbe10e6766e4
https://www.technologyreview.com/s/607955/inspecting-algorithms-for-bias/
https://www.theatlantic.com/technology/archive/2018/01/equivant-compas-algorithm/550646/
https://5harad.com/papers/fair-ml.pdf
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“False 

Positives”
“False 

Positives”

ProPublica: “The ratios of False Positives are NOT the same”.

NorthPointe: “The 

ratios of True 

Positives ARE the 

same”.

“True 

Positives”

“True 

Positives”
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What are the right fairness criteria?

What are the real sources of bias?
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What can we do about bias?
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IBM Fairness 360 Univ. Chicago Aequitas

http://aequitas.dssg.io/https://developer.ibm.com/open/projects/ai-fairness-360/

http://aequitas.dssg.io/
https://developer.ibm.com/open/projects/ai-fairness-360/
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1. Fix the biased data 2. Train an un-biased 

model

3. Fix the decisions 

after prediction
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Google Microsoft

https://www.microsoft.com/en-us/ai/our-approach-to-aihttps://cloud.google.com/inclusive-ml/#fairness-in-ml-automl

https://www.microsoft.com/en-us/ai/our-approach-to-ai
https://cloud.google.com/inclusive-ml/#fairness-in-ml-automl
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At this point, fairness is more a 

moral issue for society, not a 

technical issue with ML.

You need to decide which type of 

fairness you want to ensure.
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Transparency and Explainability
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Previously, automation was based on 
business logic…

encoded as Business Rules.

142
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Business Rules are 
human-readable and 

explainable

143

Machine Learning 
models are complex

and opaque
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How do we retain 
trust when adding 
Machine Learning?

144
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We need to explain the overall 
decision.

To do that, we need to explain the 
prediction made by the model, in the 

context of the rules.

145
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Different approaches to explainable AI

146

Model-Specific

Model-Agnostic

Transparent 
Models

Self-Explaining 
Models

Feature Impact 
Analysis

Counter-Factual 
Examples

“It’s a CAR (88% probability), because 
we detect WHEELS (93%), WINDOWS 
(64%) and LIGHTS (34%).”

Income

Years as Client

Job

Debt

Age

“You would have been approved if 
INCOME was $5,000 higher, or YEARS 
AS CLIENT > 5 years.”

Income

Years as Client

“You were approved, because INCOME, YEARS 
AS CLIENT and JOB favored approval more 
strongly than DEBT and AGE favored rejection.”

Models are 
understandable.
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A bit of optimism
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https://phys.org/news/2018-11-amazon-sexist-hiring-algorithm-human.html

“We automatically expect an algorithm to make decisions without any 
discrimination when this is rarely the case with humans. Even if an algorithm is 

biased, it may be an improvement over the current status quo.”

https://phys.org/news/2018-11-amazon-sexist-hiring-algorithm-human.html
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Worst case, with ML we discriminate 

at scale, invisibly, all the time.

However, with automated decisions, 

discrimination is visible and can be 

corrected.
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Thank you!

Merci!
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L’IA au service de l’expérience 
client chez Cdiscount



« La civilisation française, héritière de la civilisation hellénique, a 
travaillé pendant des siècles pour former des hommes libres, c'est-à-

dire pleinement responsables de leurs actes : la France refuse d'entrer 
dans le Paradis des Robots. »

Georges Bernanos, 1946



L’IA au service 
de l’expérience 
client chez 
Cdiscount

Environnement, organisation et enjeux 

L’IA chez Cdiscount : pour quoi faire ?

1

2

3
La personnalisation : l’enjeu N°1 de l’IA au service 
du client 

4 Comment avancer efficacement avec l’IA



42 M 
De Produits

100 K
commandes/jour

3,6 Mds € 
VA

20 M 
VU/mois

9 M
clients

30%
PDM (GFK)

Cdiscount en bref



2008                                                2018

x20

70
Ingénieurs 

x10 700
Ingénieurs            

VA

Plateforme de
Services

Plateforme 
Technologique

700 M€ 3,6 Mds€x5

Audience 7 M de VU 20 M de VUx3

Plateforme de 
Produits

60 K 54 Mx900



L’IA au service 
de l’expérience 
client chez 
Cdiscount

Environnement, organisation et enjeux 

L’IA chez Cdiscount : pour quoi faire ?

1

2

3
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Quel apport de l’IA pour l’amélioration de l’expérience client chez 
Cdiscount aujourd’hui ? 

Recherches
sur internet

Emails

Score 

de crédit

Pertinence 

moteur

Personnalisation
emails

Pricing 

dynamique

Promos 
personnalisés

Recherches
sur le site

Parcours des 
fiches 
produits

Décicion
d’achat

Choix du 
mode de 
livraison

Commande

Traffic 

(SEO and SEA)

Référentiel

produitDétection d’objets
illicites
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Comment présenter 54 millions de produits ?



Un moteur de recherche pertinent… mais pas que

Description 
des produits

Noms, catégories, caractéristiques…

1

Score sémantique

Performance 
des produits

Ventes, avis, satisfaction…

2

Score business

Recherche du client
Réponse

Boosts

Nouveaux produits, promos…

4

Règles métier

Actions 
clients

Clics, ajouts panier…

3

Score de pertinence



Un merchandising de plus en plus personnalisé

CARROUSSEL « INSPIRÉ DE VOS VISITES »
˃ Algorithme : histo de nav (complété de produits similaires si insuffisant)
˃ Impact VA et taux de clic

CARROUSSEL « SELECTIONNÉ POUR VOUS »
˃ Algorithme : produits dans catégories préférées du client 
˃ Impact sur le taux de clic

RERANKING DES SLIDERS PA
˃ Algorithme : réordonnancement sliders en fonction des intérêts client
˃ Impact sur le taux de clic

CARROUSSEL « NOS CLIENTS ONT AUSSI APPRÉCIÉ »
˃ Algorithme : produits similaires personnalisés (prix, marque, CDAV etc…)
˃ Impact sur le VA

RELAIS GEOCIBLES DE SERVICES « LOCAUX »
˃ Algorithme : ciblage suivant adresse IP / géoloc
˃ Impact sur le taux de clic



La personnalisation des promotions booste leur efficacité 

Personalized offers

Pas d’offre

Froid

Chaud

Hésitant

Pas d’offre

Le principe de personnalisation

BR personnalisé

BR segmenté

ROI 1.5x
BR massif

Les différentes stratégies

ROI 3x



Un enjeu autant technique qu’algorythmique

Calcul en temps reel du taux de conversion
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Quelques constats issus de l’expérience de Cdiscount

Mixer les équipes
Métier + IT + data

Donner du rythme 
en fixant des objectifs

Responsabiliser les 
équipes data / IA

Autoriser et 
assumer les échecs
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