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The rise of bots: Al in the public sector
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Al presents an immense opportunity for organisations to
optimize customer service and provide tailored solutions,
making customer engagement smoother and boosting
productivity. Local and central government departments are
beginning to understand this potential, with chatbots and
messaging apps helping to automate processes and
streamline communications with citizens. Organizations should,
however, ensure they understand their user personas and the
services required, to ensure they select the right automation
solution for their needs.
https://digileaders.com/the-rise-of-bots-ai-in-the-public-sector/
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Summary

Al in the public sector is a rapidly evolving field that has the
potential to revolutionize governance and citizen services.
Governments around the world are recognizing the benefits of
Al in terms of increased productivity, improved service delivery,
and enhanced decision-making processes. Organizations are
starting to implement chatbots and messaging apps to
automate processes and streamline communication with
citizens, ultimately leading to smoother customer engagement.

However, it is important for governments to have a
comprehensive understanding of their user personas and the
services required to ensure that they select the right
automation solution for their needs. The successful
implementation of Al in the public sector requires governments
to understand and map their processes, streamline them, and
then explore emerging technologies. With the right data
access, Al can provide more personalized and efficient
experiences for citizens and public sector workers alike.

There is a growing recognition among governments that Al
strategies need to be holistic and system-focused, guided by
principles that respect human rights and strive for
trustworthiness, fairness, and security. Transparency and
citizen participation are also crucial to address questions of
inequality and bias in Al algorithms. In the long term, Al has
the potential to make decisions in areas such as law, police
investigations, rights allocation, and administrative processes,
leading to greater efficiency and fewer errors.

To leverage the power of Al, public sector organizations need
to focus on effective data management and fill the skills gap in
data analysis. They should also ensure clear communication
with stakeholders about data usage and be vigilant about
biases in Al models. By doing so, data can be transformed into
a valuable asset, enabling more efficient policy-making and
improved public services. With Al, the public sector can
become more citizen-centric and deliver solutions that solve
problems and improve lives.

Is the public sector implementing
Artificial Intelligence properly?

Al offers a huge potential for increased productivity and
improved lives for citizens, such as with the UK's four 'Grand
Challenges' described in the Industrial Strategy White Paper.
To maximise the benefits of Al, governments need to
understand and map their processes, streamline them, and
then look into emerging technologies. With the right data-
access, Al can result in more personalized and efficient

experiences for citizens and public sector workers alike.
https://digileaders.com/public-sector-implementing-ai-properly/
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Government and Artificial Intelligence:
From hype to strategy

With the increasing presence of Artificial Intelligence (Al) in
everyday life, governments are beginning to develop strategies
to manage and use this technology in a constructive manner.
The OECD’s Observatory of Public Sector Innovation has
reviewed 38 countries’ Al strategies, highlighting the use of
holistic, system-focused strategies that respect human rights
and strive for trustworthiness, fairness, and security.
Furthermore, the OECD has created an Al primer to guide

public leaders in the use of this technology.
https://digileaders.com/government-ai-hype-to-strategy/

Powering up data for future public
services

Public sector organizations are increasingly recognizing the
value of data in improving decision-making and enhancing
citizen services. The use of artificial intelligence (Al) and
machine learning (ML) is gaining traction, with applications
ranging from managing planning applications to analyzing
clinical data. However, managing large data sets can be
challenging, requiring proper organization and connectivity.
Effective master data management is crucial for ensuring clean
and well-organized data, enabling disparate systems to be
joined up for a holistic view of citizens. Additionally,
organizations must be aware of biases in Al and ML models
that can lead to unintended outcomes. To leverage data
successfully, public sector organizations need to fill the skills
gap, communicate clearly with stakeholders about data usage,
and ensure data accuracy and completeness. By focusing on
these areas, data can be transformed into a valuable asset,
enabling more efficient policy-making and improved public
services.
https://digileaders.com/powering-up-data-for-future-public-services/
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Will Al take control of public services?

®

The power of artificial intelligence (Al) is expected to have a
deep impact on public institutions, as they struggle with limited
resources and increasing demands. Al is likely to go beyond
merely improving the functioning of public services and may
lead to a fundamental overhaul of institutions and constitutional
law. However, the lack of explainability in Al algorithms poses a
challenge to public action, potentially causing questions of
inequality and bias. To address this, transparency and citizen
participation should be established to ensure that biases are
identified and that attention-stealing techniques are
neutralized. Citizens could even co-develop certain public
services, similar to the Swiss citizen reserve model for
territorial defense. In the long term, Al could make decisions in
areas such as law, police investigations, rights allocation, and
administrative processes, ultimately leading to more efficiency
and fewer errors. It is crucial for nations burdened by
complexity and decision-making silos to start considering the
nature of their institutions in the Al era.
https://digileaders.com/will-ai-take-control-of-public-services/

Webinar Recording: Al and Machine
Learning in the Public Sector
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In this webinar, Yatin Mahandru and Matthew O’Kane from
Cognizant explore how Al and machine learning are
transforming the public sector and discuss the implications
they have on job requirements and staff satisfaction levels. This
webinar provides an in-depth look at the industrial revolution of
the 1700s, the current technological landscape and its effect
on the workforce.

https://digileaders.com/webinar-recording-ai-and-machine-learning-in-the-
public-sector/
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What | think about Al
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Al is currently experiencing a surge in popularity and is
becoming a common consideration in digital strategy and
delivery. However, the hype surrounding Al often presents
contradictory perspectives, with some viewing it as an
economic savior while others see it as an existential threat.
The reality is that the social and economic impact of Al is
difficult to predict, but it is expected to have a significant impact
similar to the explosive effects of the internet. Emotional
responses to Al range from excitement to fear, but it is
important to approach Al in a pragmatic manner. Decision-
makers should acknowledge that Al is still in the experimental
phase and should be treated as a prototype component. Real-
world applications of Al should be explored, and effective
communication should be used to demystify the technology. Al
should be treated as just another tool in the digital toolbox and
should be used in a way that aligns with user needs and
delivers value. Overall, the adoption of Al should focus on

removing barriers and gaining familiarity with the technology.
https://digileaders.com/what-public-digital-thinks-about-ai-the-long-read/
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6 reasons the public sector should be
investing in APIs

:

APIs provide a secure way for government departments and
organisations to share data, enabling them to create valuable
applications and services for citizens. With APIs helping to
realise the potential of data and give citizens a better
experience, government is discovering the many advantages of
investing in the technology. However, challenges such as lack
of understanding and education still hinder the technology’s
adoption.
https://digileaders.com/6-reasons-the-public-sector-should-be-investing-in-apis/

Accelerating the public sector’'s API
journey

APIs can bring immense benefits to public sector organizations
in terms of collaboration, data usage, and service provision,
but proper planning and education is essential; start small and
scale up, document everything, involve employees, clean up
existing data, prioritize security, recruit the right skills, and work
with the right partners to get the best results.
https://digileaders.com/accelerating-the-public-sectors-api-journey/
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Council of the Future: Is there a role for
Al?

Local government is embracing the adoption of artificial
intelligence (Al) to transform services and enhance the
customer experience. Councils such as Enfield and Aylesbury
Vale have implemented Al-based chatbots to simplify internal
processes and improve response times to resident queries. Al
technology offers the opportunity to reduce demand on
services, improve efficiencies, and drive better decision making
from data insights. Additionally, Al can enable a more data-
driven council, as seen with Hackney Council's Early Help
Predictive System, which uses Al to identify families that may
benefit from extra support. As the pace of change in the public
sector may be slower, the focus now is on scaling up the use of
Al to move from proof of concepts to widespread
implementation. The goal is to make local governments more
citizen-centric and leverage Al to solve problems and improve
lives.

https://digileaders.com/council-future-role-ai/
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What do you think of this
booklet?
We'd love your feedback!
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