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Generative AI

Tools such as ChatGPT that can “generate” content

Important characteristics:
- Human language prompting
- (high quality) Human language analysis
- Generation of high-quality output



Generation: Front office 

– Citizen facing chatbot an 
obvious use case – answering 
questions

– Could also help with form filling 
in (which could then help with 
form analysis)



Generation: Back-office productivity
– Writing code
– Enhancing efficiency in policy 

analysis functions
– Institutional knowledge / memory
– Human resourcing 
– Bureaucratic process automation



Bureaucratic process automation

Almost one billion transaction performed
per year – though lots of these 
automated information requests around
driving

~143 million transactional requests 
where govt. needs to process and 
make a decision (e.g. passport):
largest area of opportunity
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Check if a vehicle is taxed

Tax your vehicle

Dart charge

Report a COVID-19 test result

Search for property information

Apply online for a UK passport

ServiceAI for bureaucracy: measuring the automation potential of 
143 million government transactions 
https://arxiv.org/abs/2403.14712 
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Bureaucratic process automation

 By our measure, more than 80% of 
these 143 million transactions are highly 
automatable (more than 80% routine
tasks)  

Potential gain is huge: saving a few 
minutes on average from highly 
automatable services would save 
hundreds of years of person work every 
year



It’s already being used…

“Generative AI is already 
widespread in the public sector”
https://arxiv.org/abs/2401.01291 
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And people like it!

“Generative AI is already 
widespread in the public 
sector”
https://arxiv.org/abs/2401.01291 
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Top-down vs bottom-up adoption

– Bottom-up adoption is 
*great* for user 
satisfaction, but what 
about rules, 
standardization?

– What training is needed?
– How to fully exploit the 

opportunities?



Risks and Responsible Innovation



Validation of quality
– Validation of systems is 

challenging, esp for genAI
– Hard to generate, easy to 

validate is a good area for use
cases 



Liability and remedy

– AI systems (like most technology) 
*will* fail sometimes

– Need to be conscious of what 
happens when failure takes 
place, what appropriate remedies 
are



Risks and responsible innovation  
Bias and discrimination 

Systems that work well for the 
‘average’ person may not work for 
everyone



Risks and responsible innovation  
Transparency and public trust

People are inherently sceptical 
about machine decision making 

Losing public trust could mean AI 
ends up like nuclear / GM etc.



Risks and responsible innovation  

– Sensible approaches to innovation can 
mitigate these risks

– Main danger is when they are ignored or 
thought about only at the end of the 
process
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