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Agenda
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► What is AI and where is it being applied?

► What are the drivers for trust in AI?

► How do we start to build trust in AI?



What is AI?
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(Learn)
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Natural Language 
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Where is it being applied? 
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Product and process 
automation

Back office

Logistics & supply chain

Fraud detection

Smart equipment products 

Customer service & Call 
centres

Sales and marketing

Risk management

R&D



The drivers for trust in AI
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The drivers for trust in AI — what our clients are saying?
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How do we know where AI is across our organisation?

What is different about AI to other applications or RPA?

How do we understand the risks?

What do we do about GDPR compliance

What are the regulators saying?

What do we do about the ethical aspect of AI use?

How do we understand the ‘blackbox’?

How do we validate where to use AI vs. not to use it?



Trust challenges
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User mistrust and aversion is slowing down the 
growth of AI

It can take only one mistake — or a perception of a 
mistake — for a user to stop trusting AI

Lack of trust in AI is #1 barrier for deployment of AI 
in organisations

Sustaining trust in AI will be a long-term struggle 
and current governance practices are not keeping up

85% of AI projects through 2020 

will deliver erroneous 
outcomes due to bias in data, 
algorithms or development teams

only 9% of consumers would allow AI 
to run their finances, and only 4% would 
trust it with HR-related work

Source: Gartner’s 2018 CIO Agenda Survey

Source: InsideSales.com 2017 AI user survey



Building trust in AI
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Necessary conditions to build user’s trust in AI
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► Does it comply with ethical and social norms, 
including corporate values not historically 
mainstream for technology such as moral 
behaviour, respect, fairness, bias and 
transparency?

► Is there a clear line of accountability to an 
individual and clarity on how it operates, the 
data that it uses and the decision framework 
that is applied?

► Can it be trusted to perform as intended, not 
just during the initial training or modelling but 
also throughout its ongoing “learning” and 
evolution? 

► Did the AI design consider local and macro 
social impact, including its impact on the 
financial, physical and mental well-being of 
humans and our natural environment? 

Social responsibilityEthics

ReliabilityAccountability

Trusted AI

01 02

03 04



EY’s Trusted AI Framework 
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EY’s Trusted AI Framework emphasises the following five attributes necessary to sustain trust. 

Transparent

Explainable

Resilient

Unbiased

Trusted
AI

Performance
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.



European Commission High Level Expert Group — Ethics guidelines for 
trustworthy AI 
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Per European Commission guidelines, trustworthy AI should be:
► Lawful — respecting all applicable laws and regulations
► Ethical — respecting ethical principles and values
► Robust — both from a technical perspective while taking into account its social 

environment
The guidelines put forward a set of 7 key requirements that AI systems should meet in order to be deemed 
trustworthy:
Human agency and oversight 
Including fundamental rights, human agency and human oversight 
Technical robustness and safety 
Including resilience to attack and security, fall back plan and general safety, accuracy, reliability and reproducibility 
Privacy and data governance 
Including respect for privacy, quality and integrity of data, and access to data 
Transparency 
Including traceability, explainability and communication 
Diversity, non-discrimination and fairness 
Including the avoidance of unfair bias, accessibility and universal design, and stakeholder participation 
Societal and environmental wellbeing 
Including sustainability and environmental friendliness, social impact, society and democracy 
Accountability
Including auditability, minimisation and reporting of negative impact, trade-offs and redress. 



Many clients are undertaking assessments to work out where AI is being 
developed within their organisations
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Thank you
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