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Artificial 
intelligence 
is changing 
the world as 
we know it. 
Alicia Dimas 
explores two 
examples of 
how this 
technology 
is being 
applied 
from the 
perspectives 
of quality 
management 
professionals 
and the 
potential 
implications 
for the 
future
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Artificial intelligence 
(AI) is more than machine learning and 
developing and improving algorithms 
that help computers learn from data 
to create more advanced, intelligent 
computer systems. AI appears to have 
endless possibilities, and its potential is 
just starting to be explored and developed. 

AI can enable computers and devices 
to learn from what they experience, to 
enable tasks ranging from autonomous 
driving to the analysis of medical 

images. It can recognise speech, integrating intelligent 
technologies to create interactive tools, such as chatbots, 
that incorporate contextual data to augment human 
reasoning. Weaving together advances in AI from 
disciplines such as computer vision and human language  
technologies can create end-to-end systems that learn 
from data and experience. 

AI in manufacturing: standardising quality through 
the supply chain 
One organisation that is using AI to improve the quality 
of their services is Scortex, a Paris-based Tech Start-Up, 
dedicated to improving manufacturing quality through 
the use of AI and deep learning. 

The company provides complex visual inspection services 
for manufacturing. This technology can recognise and 
track defects, such as scratches, cracks and blemishes 
on surfaces which range from smooth (such as painted 
plastic) to highly textured (such as forged metal). 

The system provides custom user interfaces that allow 
customers to analyse trends 
and determine the root 
causes of poor quality. 

This detection service 
can be combined with 
manufacturing process 
data to actively optimise 
the manufacturing process. 

Scortex solution offers 
technology that is a 
combination of hardware 
and software, comprising 
lights, cameras, autonomous 
computing and cloud 

connectivity. This can be embedded into the production 
line, providing real time inspection decisions on-site. Once 
the technology is deployed on the production line, the 
software enables data capture and quality analysis. This 
is progressively tuned to provide the desired decision 
accuracy and resolution.

“Our technology enables firm standards to be defined for 
defects which, until now, have relied on individual human 
judgement. Once trained, our system can be tuned to the 
resolution required by clients, providing a new level of 
quality control. This standard can then be downloaded 
to global supply chains operating in several countries 
simultaneously,” says Richard Nevill, Chief Customer 
Officer at Scortex (pictured above, 6th from left, top row).

ONCE TRAINED, 
OUR SYSTEM CAN 

BE TUNED TO 
THE RESOLUTION 

REQUIRED BY 
INDIVIDUAL 

CLIENTS, 
PROVIDING A  

NEW LEVEL OF  
QUALITY CONTROL 

“You can do better diagnostics,” he says, explaining that 
AI visual inspection can particularly benefit manufacturers 
with complex supply chains. By applying the same quality 
standards to all the tiers 
of a supply chain, “the 
inspection task is reduced, 
and the quality standard is 
harmonised throughout the 
whole organisation. If we 
have a number of factories 
that are linked with the same 
technology, we can also 
troubleshoot more easily, 
regardless of where you are 
in the world. All the data is 
being stored in one place, 
so you can compare and contrast. At the moment, most 
organisations don’t have centralised systems where you 
can do that comparison.” 

When it comes to the potential of AI, we are only 
scratching the surface in manufacturing, he suggests. 
“AI will change the relationship that humans have with 
the shop floor, where automation will become proactive 

in the optimisation of output. This 
extends to the in-service phase of 
equipment (as seen in aerospace 
for example). This will facilitate 
preventative maintenance, extended 
inspection cycles and reduced 
time for in service improvement  
modifications,” Nevill believes. 

What does AI mean for quality 
professionals?
The development of  technologies 
will continue to bring challenges, 
as well as potential advantages, to  
the work of quality professionals.

In the future, it may be that 
new technologies utilising AI will 
take control over repetitive and 
unskilled tasks, allowing quality 
professionals to concentrate on 
quality improvement strategies and 
other demanding tasks. 

However, to take full advantage  
of the potential of these new 
technologies, quality professionals 
will need new skills and become 
technologically-savvy. 

As an example, Scortex’s AI 
solution can reduce the need for 
100 per cent human inspection.  
The human role can be made easier, 
as the system highlights all potential 
defects – eliminating fatigue-induced 
error. Real time identification of defect 
trends will enable rapid analysis and 
process adjustment to reduce the 
causes of defects in manufacturing.

INDUSTRY 4.0 
PERMITS THE 
CONNECTION 
OF NEW DATA 
ELEMENTS, 
FACILITATING 
ANALYSIS THAT 
WAS PREVIOUSLY 
IMPOSSIBLE
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“Artificial intelligence is both 
promising and dangerous, like 
nuclear weapons and nuclear 
energy,” Bill Gates, Microsoft's 
Co-Founder, has said. Speaking 
at a conference held by the 
Stanford Institute for Human-
Centered Artificial Intelligence in 
March 2019, Gates said artificial 
intelligence should be used to 
improve healthcare and education.

In fact, there are many projects 
using AI to help improve people’s 
health around the world. Gates 
has highlighted the 23andMe 
initiative that has used AI to 
examine genetic data to establish 
that a shortage of selenium may 
be associated with premature 
births in Africa. This project alone 
is hoped to help save up to  
80,000 lives per year. 

Other work is looking at using  
AI to diagnose diseases, ultimately 
looking to develop a portable 
device capable of detecting such 
illnesses. Researchers at Google 
have developed a deep learning 
algorithm that can automatically 
detect diabetic retinopathy, the 
leading cause of loss of vision 
in adults worldwide. Also in 
ophthalmology, doctors at 
Moorfields Eye Hospital in London 
have trained an algorithm that 
can recommend the correct 
treatment approach for more 
than 50 eye diseases with 94 per 
cent accuracy. According to the 

Topol Review, an independent 
report established to explore 
how technology will impact on 
healthcare and its workforce in 
the UK over the next 20 years, the 
results were encouraging. When 
compared to eye specialists, the 
machine didn’t miss one referral, 
but eye doctors did. 

In China, doctors used AI to 
diagnose polyps on the colon 
during a colonoscopy. In one 
part of the randomised trial, the 
diagnosis was made by AI plus a 
gastroenterologist. In another, just 
the specialist made the diagnosis. 
The AI system significantly 
increased polyp detection (29 per 
cent compared to 20 per cent). 

A clinical test with patients 
diagnosed with epilepsy in the 
US yielded a 98 per cent accuracy 
rate for detecting generalised 
tonic-clonic seizures using 
AI. This was possible due to a 
‘smartband’ that detects motion 
patterns and physiological signals 
that may be associated with the 
seizures and immediately alert 
caregivers. The product was 
given the green light by the Food 
and Drug Administration and it 
will be initially available  
for use with children. 

We are only discovering the 
potential of AI in healthcare, 
and future technologies will 
allow humans to interact with 
computers in more novel ways.

A P P LY I N G  A I  T O  H E A LT H C A R E

Aymeric 
Pontbriand is 
Co-founder 
and CEO at 
Scortex. The 
team (above) 
developed 
AI for quality 
control tasks.
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78% 
of media executives, senior editors  
and digital leaders believe investing  

in AI will help secure the future  
of journalism (Reuters)

15% 
of consumers said they would prefer
 to be served by a chatbot instead of 

a call centre agent (Genpact)

53% 
of consumers say AI is making 

their lives better (Genpact)

54%
 of consumers would be willing to let  

AI access personal data if it improves their 
customer experience (Genpact)

79% 
of AI leaders say that employees will be 

comfortable working with robots (Genpact)

59% 
of employees believe they would  

be more comfortable with AI if they 
understood it better (Genpact)

A RT I F I C I A L  I N T E L L I G E N C E  I N  N U M B E R S
Source: 'Is your business AI ready?' and 'AI 360: insights from the next frontier of business' at: genpact.com

THESE SUCCESSFUL 
EXAMPLES SHOW 

THAT THE AI 
FUTURE IS NEARER 

THAN WE THINK 

Nevill says that there is a need for quality professionals 
to become educated in digital tools. “Industry 4.0 permits 
the connection of new data elements, facilitating analysis 
that was previously impossible. Digital twin technology 
can predict the future performance of equipment, enabling 
a quality-based approach for optimisation.”

He uses the example of predictive maintenance, in 
which we can predict that something is going to break 
before it actually breaks. This could be particularly useful 
for quality professionals in the airspace industry, with 
hard time components (components that can only fly 

for a certain amount of 
time and then have to be 
removed for inspection).  
“If you’ve got some 
predictive maintenance 
capability, you may be 
able to extend those 
hard times based upon 

the characteristics displayed by components in service,” 
he suggests. “I see technologies like this facilitating  
quality in the organisation, and making people engage 
in the ‘complete cost of quality debate’,” Nevill says. “It 
becomes not just a manufacturing issue, it becomes a 
money issue – you are improving the overall value of 
the company by reducing the cost of poor quality.”

Improving the quality of services
The Register of Enterprises of the Republic of Latvia  
won the Innovation through quality method award at  
the 2018 International Quality Awards, for implementing  
AI in its customer service management strategy. The  
project was also published on the Organisation for  
Economic Co-operation and Development (OECD) 
Innovations Platform, in their Innovations List for 2018. 

AI technology allows the Register to provide 24/7 services 
to its customers and, according to Marika Jančenko, the 
organisation's Quality Manager, it was crucial to improve 
the quality of this service.

Jančenko says that the Latvian Ministry of Justice, 
the Ministry of Environmental Protection and Regional 

Development, and many Latvian 
companies, recognised the benefits 
of implementing AI to the Register’s 
customer service and supported the 
initiative from the beginning. 

The Register has a virtual assistant 
called UNA, available on its website 
and Facebook page, which is trained 
to answer the most frequently-asked 
questions received by their call centre 
or email address. 

Jančenko explains the impact 
that the system has had: “‘Hiring’  
this virtual assistant changed the 
standard of customer service in the 
entire public administration; once 
trained, the virtual assistant is able to answer about a 
specific topic or question immediately and stores the 
information learnt. At the same time, UNA is also able 
to help train new employees,”  she says.

In terms of quality control, AI provides the Register 
with the opportunity to listen to customer conversations, 
summarise and use them as material for further quality 
development. 

UNA is not perfect and is still improving and developing 
in capability, Jančenko emphasises. 

“Naturally, we have to say that UNA makes mistakes 
in answers – sometimes selecting a wrong conversation 
purpose-scenario for instance. However, it can be 
improved and its mistakes serve as an opportunity 
to enhance the quality of answers provided.”

The system has been operating since 2018 and the 
Register has now carried out the first conversation audit 
to help to improve its quality performance. “This is very 
important when working in an interactive and dynamic 
environment,” Jančenko says.

In the near future, Jančenko says the Register wants 
to take this technology a step further and introduce 
blockchain technology. “I would like to believe that the 
introduction of artificial intelligence in customer service 
is just a beginning for excellent customer service in the 

future. Having explored this tool and its opportunities, 
we have realised that this project will never end – it will 
continue improving and developing for many years, so 
satisfying the ever-growing demand of our customers 
for higher quality services.”

The organisation is now taking AI to the classroom 
and teaching the young generations about the potential 
this technology has for their future. Secondary school 
students are invited to participate in a discussion regarding 
AI’s opportunities and to learn how it works. They are 
actively helping to develop a friendly UNA and, through 
the project, the Register is building a relationship with 
the country’s young future entrepreneurs.

Trial and error
While many quality professionals are becoming more 
interested in the many possibilities that AI may be able 
to bring to the quality profession, with many unknowns 
involved, it’s not always easy to bring new proposals that 
include AI implementation for company board approval. 
Jančenko suggests that AI should be implemented with 
caution and warns that its introduction might take longer 
than initially expected, in order to guarantee its quality. 

The Register opted to introduce the artificial intelligence 
tool as a pilot project to allow them to first understand 
its advantages and disadvantages,” she explains. For 
example, they felt it was important for them to take the 
need for data security seriously, and to consider how to 
guard against, and respond to, cases where decisions 
made by AI might not be understood by users.

“I think that the major lesson we learnt with this project 
is that you need to be brave and take risks to achieve 
success. Ideas have to be turned into reality and changes 
encouraged. People need to be ready to make mistakes, 
admit them, and move in parallel with the dynamic, 
ever-developing, virtual world, using the benefits of 
new technologies," says Jančenko. 

She concludes: “We are still in the trial and error phase of  
applying AI to quality control and improvement, but these  
successful examples show that the AI future is nearer 
than we think.” ■

Marika Jančenko 
(above), Quality 
Manager at 
the Register of 
Enterprises of 
the Republic 
of Latvia, 
praises the 
organisation's 
virtual assistant, 
UNA (left).
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