Pilot Long Term Insights Briefing — How might Al affect the trustworthiness of public service delivery?
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What does trustworthy use of Al in public service delivery look like? CPA What did we learn? —’O\—

Insight #1: Al must be designed and implemented with integrity
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delivery is built when delivery is eroded if

This means that people and organisations employing Al are accountable for Al outcomes

and transparent about how Al is being used, practise ethical values and principles when
designing, developing and implementing Al, and ensure personal privacy and data security.

Regulation and processes to protect personal data. « Security and privacy breaches. Al regulation and frameworks will only build trustworthiness if they are clearly
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to access and engage with public services, trustworthiness will be eroded.
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. Upskilling frontline agency staff so that they can - Agencies fail to accommodate the digital experience, connectivity S 1T 66 @IS 1 ) Gl e | T s e e el e
clearly explain Al outcomes to end-users. to Al knowledge of the community that the agency serves.

) 2;22‘;':'\/‘&;5?g%iﬂgesgirce;'t MEEIE o PEefpe 1o aeeess and Insight #4: Successful service delivery depends on supporting people
to engage with Al-enabled services in the long term

_ _ Public services must be available for everyone, including those who dor't want to engage

with digital and Al-enabled systems or provide additional personal data. In the long term,

Scalable and reliable technology infrastructure to support Lack of workforce skills and system capability to develop, we will live in a more connected world, and the APS will need to steward the community
Al solutions. , , use and implement Al. , , , through the transformations that Al will bring.
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Source: Summary of insights from workshops and focus groups held for this briefing, involving people from 15 organisations representing the community, 9 organisations representing
academia, industry and youth, and 16 APS Agencies.





