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This afternoon:

1. AI -Threat or Opportunity?

2. The Possibilities for AI in Public Service;

3. The Legal/Governance Underpinnings;

4. Things to Think about Going Forward;



1. AI - Threat or Opportunity?
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Over half of the 16+ population uses government 
services at least 5+ times per year, with vast 
majority being via online. Even amongst older 
cohorts, who tend to have greater difficulty with 
online services, level of usage is high.
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Although not used as frequently as some other services, 
the most widely used online public service, by far, relates 
to tax. However, tax related services are not associated 
with being easy to use, which suggests opportunities for 
improvements along with Gov.ie, online Health and 
Welfare/Social Protection services. 
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Outside of improving what is already available, there 
is pent up demand for other services, especially 
pertaining to life events including employment, birth, 
death, and housing.  Majority find the idea of one 
central app for these services to be appealing. 
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One of the challenges in using online government services 
is in finding relevant service information and in having 
some sort of assistance to fall back on if one is not able to 
find this information. This is especially relevant for services 
which are used more widely and/or more regularly, such 
as Gov.ie, health, welfare/social, and revenue and tax. 
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When using public 
services, the 
majority of people 
access these 
services online. 
There is potential 
for increased 
usage through 
addition of an app 
and by adding 
additional online 
services, in 
particular for life 
events. 

Those 
who 
access tax 
services 
online

50%

Only 32% find Tax services easy to 
use 

Pre-filled information about 
you, where possible

'Live' human support over 
the phone to help me access 

online services

76%

72%

% would help IMPROVE experience of 
ANY online government services 

64%
28%

8%

Preferred app option to 
access gov't services online

One integrated app for
all online govt services

Dedicated apps for each
of the different govt
services
Don't know

How one 
accesses or 
inquires about 
an online or 
offline public 
service

5 or more 
times a year

Mainly access 
public services 

online

55% 90%



End 

of life 

Finding & 

losing a job

Renting, Buying, 

Moving House

Owning & 

Driving a Car

Marriage/

Divorce

Setting up a 

Business

Moving to 

Ireland

Life Events
Having a baby & 

early childhood

Life events refer to significant experiences 

or changes in an individual's life that can 

have a profound impact on their 

circumstances and/or well-being. These 

events often necessitate interactions with 

multiple services or agencies 



We will put
people first

Principle 01/

We will design 
to be inclusive

Principle 02/

We will design 
services together 

Principle 03/

We will design 
so knowledge 
can be reused 

& shared

Principle 05/

We will design 
from the top 
down & the 
bottom up

Principle 07/

We will challenge 
assumptions 

& design 
with evidence

Principle 06/

We will design 
to deliver value 
- in all its forms

Principle 08/

We will work 
to make 

things simpler

Principle 10/

We will build, 
test, learn & 

iterate

Principle 09/

We will design 
for trust

Principle 04/

10 Design Principles 
for Government
in Ireland



2. The Possibilities for AI in Public Service



• Since the software was introduced earlier this year, over 700 pathologies 
were correctly flagged by AI within two to three minutes of the scan being 
completed, with 500 intracranial haemorrhages and 200 pulmonary 
emboli being identified.

• On out-patient scans, 50 pulmonary emboli were also flagged where the 
scans were being performed to assess other medical conditions.

• The overall accuracy of the software in real Irish clinical practice has been 
deemed to be highly sensitive and specific, with an accuracy rate of more 
than 90%.

• The Mater said the use of the software has significantly reduced report 
turnaround times, while also improving diagnostic accuracy and 
streamlining workflows.

• The hospital said the software underwent rigorous scrutiny, verification 
and testing during a trial phase from April until August before the 
technology was fully deployed across the radiology department.

• According to the Mater, the software is used to augment rather than 
replace the capabilities of radiologists at the hospital in emergency 
settings, with human scrutiny and verification still at the centre of reading 
the scans.





Governments need to start looking to—and learning from—the 
leaders when it comes to AI implementation. Many governments have 
begun to implement AI across various small-scale pilots. But they are 
still limited to experimentation, and few have achieved true AI at 
scale. 

Implemented effectively, AI can generate benefits for public-sector 
organizations in three ways: 

2021

• smarter policymaking: AI and data analytics , natural language processing & social 
media sensing

• reimagined service delivery: a single entry point connecting people with all relevant 
government services, personalized to their individual needs

• more efficient operations: AI used in the back  office for procurement, recruitment etc. 

Thus, the technology can help governments better meet the needs of their citizens while 
making better use of taxpayer dollars.



3. The Legal/Governance Underpinnings 





AI - Here for Good: A National Artificial Intelligence Strategy for Ireland

AI Advisory Council



The seven requirements for Ethical AI, as set out in these 
Guidelines, fall under the headings of:

• Human agency and oversight
• Technical Robustness and safety
• Privacy and data governance
• Transparency
• Diversity, non-discrimination and fairness
• Societal and environmental well-being
• Accountability



4. Going Forward



• Data Privacy & Security 
• Data/AI Governance
• Data Readiness/Poor 

Information Management
• Access to Tools
• Access to Training

The Challenges of AI



The “Classic” AI Critical Success Factors



Our three pilots:

1.Using AI within a Customer Service Bot (with 
Microsoft & Storm)

2. AI Policy Research Assistant (with IBM)
(Structured data) 

3.AI-driven Knowledge Database (with Storm)
(Unstructured data) 
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1.The User Experience is your Primary Focus;

2.Content, Content, Content – Data Curation is key;

3.Planning & Understanding is crucial;

4.Get the fit right (with other work)

5.Don’t underestimate the Resource requirements;

6.Different Products Can Have Different Strengths;

7.The Pace of Change is staggering

Key Takeaways



An Roinn Caiteachais Phoiblí agus Athchóirithe | Department of Public Expenditure, NDP Delivery and Reform

L&D / AI Courses

• AI Masterclass for Senior Public Service Leaders:  Equips senior leaders with the fundamentals 
of Artificial Intelligence (AI), as well as identifying its strategic potential and associated risks and 
implications for public service organisations.  Typical content:

• Application & impact of AI

• AI technologies and their uses

• Assessing the suitability of AI to solve a particular public service delivery problem

• Data & Governance

• Ethical & Legal Considerations

• AI Essentials Course:  For civil and public servants who are interested in learning how AI could be 
used appropriately to transform public service delivery.  The course will equip participants with basic 
understanding of AI, as well as its potential and implications for public service organisations. 

• Foundation Certificate in AI:  Equips public servants with the skills and knowledge needed to use AI 
when implementing service improvements or transformations that rely on significant AI components. 
Level 8 on NFQ (Level 6 on EQF).



Thank you!
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