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Executive Summary

The Future of Work programme has been established to explore how the impact of
technological, generational, and social shifts will change the way we work to support our staff
and residents. The programme aims to inspire and develop a deep understanding across
communities and to explore the opportunities presented by the adoption of new technologies,
such as artificial intelligence, within the council.

Microsoft Copilot is a GenAl tool that can assist our staff with various tasks, such as writing,
research, data analysis, and communication. Copilot can generate high-quality content,
suggest relevant information, and automate workflows. Copilot is designed to be a collaborative
and adaptive partner that can learn from our staff and improve over time.

To assess the feasibility and desirability of using Copilot in our organisation, we conducted a
trial with staff members from different teams and roles. The 4-month trial period ran from
March-Mid June 2024, during which we collected data from surveys, engagement sessions, and
qualitative interviews to understand the impacts of using such tool in the daily work of our staff.

Findings
The main findings of our research are:

o Our staff have generally positive attitudes and high expectations towards Copilot.
They perceive Copilot as a useful and innovative tool that can enhance their
productivity, their wellbeing, their creativity, and the quality of their work.

e Our staff have experienced benefits from using Copilot. They report that Copilot has
helped them save time, improve communication, generate new ideas, and learn new
skills. They also provide examples of how Copilot has enabled them to complete
challenging and complex tasks, such as writing proposals, drafting complex
communications, analysing data, and creating presentations.

e Our staff have encountered some challenges and risks when using Copilot. They
mention that Copilot sometimes produces inaccurate, irrelevant, or inappropriate
content, which requires careful review and editing. They also express some concerns
about the reliability, security, and ethics of Copilot, and the impact of Copilot on their
autonomy and identity as professionals.

o Some of our staff have reflected on best practices and guidelines for using Copilot
ethically and effectively. They suggest that Copilot should be used as a
complementary and supportive tool, not as a replacement or substitute for human
intelligence and judgment. They also recommend that Copilot should be used with
transparency, accountability, and responsibility.

Organisation’s readiness to use Al

Three key areas of work were identified that would need support to enhance the council’s
readiness in the use of Al: organisational culture, skills development and responsible and
ethical use of Al.
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e The workforce was found to have varying levels of experimentation and openness to
Copilot and new technology in general, which has influenced their perceived relevance,
learning and capacity, and attitudes towards Al.

e The workforce was found to have a varying level of digital literacy, with some teams
needing additional support for a successful adoption of Copilot.

e Some staff had concerns around the ethical issues that can arise from using Copilot,
such as security breaches, the misuse of the tool, and their roles becoming redundant.

Recommendations

Based on the findings of our research, we propose the following recommendations for adopting
and using Copilot in our organisation:

01_Enhancing digital literacy and confidence: Develop a plan to enhance the digital skills and
confidence of staff beyond the use of Copilot, by providing training, support, and resources on
various digital tools and platforms that can support their work.

02_Supporting the adoption of Copilot: Develop a flexible onboarding journey for Copilot
users that provides staff with different support options depending on their needs and
preferences. This way, we can ensure better adoption of the tool and help staff use it effectively
and confidently in their work.

03_Attracting a talented workforce: Offer a Copilot license and training as part of our
employment offer, which can attract and retain talented and digitally skilled staff who can use
Al tools to enhance and innovate in their work.

04_Creating opportunities to talk about Al and ethics: Create a Tech and Ethics group with
residents to discuss and co-create a responsible and inclusive use of GenAl in the council.

These recommendations can help ensure that Copilot is used in a way that benefits our staff,
our residents, and our organisation as a whole.
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Introduction

This report presents the findings of the research developed by the Future of Work’s Research
Workstream to explore how our staff feel and facilitate strategic choices and policy creation as
part of the programme. The research examines how people have interacted with Copilot during
the trial, and understanding how this can influence the future of work. The report aims to
provide evidence and insights to support our business case for investing in Copilot.

Research objectives

We have conducted a mixed-methods study involving surveys, engagement sessions, and
interviews with our staff using Copilot as part of the trial. Our research has focused on exploring
five main areas:

o Experience with Copilot: Understand the expectations, needs, preferences, and
challenges of our staff regarding the use of Copilot in our organisation.

o Benefits and risks of using Copilot: Explore the potential benefits and risks of using
Copilot in our organisation.

o Impacts of using Copilot: Measure the impact and outcomes of using Copilot in our
organisation.

o Ethical considerations: I[dentify the best practices and guidelines for using Copilot
ethically and effectively in our organisation.

o How a Copilot roll out looks like: Develop recommendations and strategies for
implementing Copilot in our organisation.

By exploring these areas, we hope to not only inform our decision-making about Copilot, but
also to understand how our organisation can be ready to adopt new GenAl tools in the future.

Research activities

The main research activities consisted of:

e (Collaborative engagement involvement from ICT department and programme team
leads, throughout trial period

e 9engagement sessions with trial participants from different teams, varying from 30
minutes to an hour

e 10 30-minute semi-structured interviews with trial participants

e 5surveys to collect feedback from trial participants

e 2 expert interviews with staff working on Copilot trials in other local authorities

e 3 conferences on Al and local government, organised by Brent Council, the GLA, and
AWS.

More detail on research activities in Appendix 1.
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Research Insights

A. Definitions of Copilot

We wanted to know how staff copilot license holders viewed and valued Copilot as a tool. To

find out, we asked 10 of them to give us their definitions of Copilot, based on their perceived
value. The responses varied, but some common themes emerged.

Most of them described Copilot as an assistant, a support, or a helper to be more efficient,

productive, and faster in their tasks, and they recognised Copilot as a useful tool that makes
their life easier. They also emphasised the need to communicate clearly with it.
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Figure 1: Word cloud generated with users' responses to the question “How would you define
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B. Uses of Copilot

One of the main objectives of this research was to understand how staff use Copilot in their
daily work. Users have reported using Copilot in diverse situations, but the main uses are
related to meetings and content generation. Some users have also used Copilot for more
specialised tasks, such as data analysis, automation of tasks, and research. Although users still
struggle with some of the features of Copilot, such as its accuracy, reliability, and
responsiveness, they generally have found many benefits both as an assistantand as a

collaborator.

Word 65
o

. PowerPoint i

Excel 4
o

Outlook 33
o

Teams 59
o

Other 10
o

70

60

0

Figure 2: Copilot usage based on apps. Responses from 95 Copilot users. Users responding
"Other” mainly mentioned Copilot on Bing, while a couple mentioned MS Forms

Moreover, the type of usage varies depending on the roles of the Copilot users:

e Usersin data-heavy roles appreciate Copilot's ability to handle large datasets and

streamline reporting processes.

e Those in content creation and communication roles find value in Copilot's capability

to generate and refine written material.

e Employees with managerial or strategic responsibilities see Copilot as a tool that can
assist with planning, analysis, and documentation, enhancing their ability to lead and

manage effectively.
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O weetmos

Copilot saves me time on a daily basis -
especially with summarising meetings
and creating to do lists which | share with
my meeting attendees when appropriate.

¢e CONTENT CREATION

| am finding copilot in word to be a very
useful tool for first drafts of reports,
meeting notes and authorisations.

¢e COMMUNICATIONS

Copilot can help me write documents that
are clear, concise, and correct. It can also
help me write documents that are
appropriate, persuasive, and impactful.

June 2024

¢¢ RESEARCH AND SEARCH

It is an evolution on an intelligent search
engine, it joins the dots between what |
ask and what is available.

44 DATA ANALYSIS

| am pleased with the increased level of
productivity from not having to spend
hours cleansing data.

Y suromation

| have been learning how to use CoPilot to
create and automate flows between MS
Lists, PowerBl and Power Apps

Figure 3: Main uses reported by users, with some quotes from the periodic surveys

Meetings

Using Copilot to assist in meetings is the most mentioned usage among users, as it has helped
them improve the process of organising, attending and following up on meetings. This includes:

After the
meeting

Before the During the

meeting

meeting

Use Copilot to support
in meeting follow-ups
by generating summa-
ries and to-do lists.

Use Copilot to prepare
for meetings and transcribe meetings
generate meeting and generate meeting
agendas. notes.

Use Copilot to

Figure 4: How users use Copilot to help them with meetings

It boosts productivity and frees users from the pressure of taking notes but struggles to work
well in face-to-face meetings as it is unable to detect different speakers. Transcription with
precision is seen as a challenge in a hybrid work format.

Meeting considerations such as location, necessity of meeting, clarifying who is speaking,
clarity of purpose of meeting may need to be reviewed to optimise meeting experiences.
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Content Creation

One of the main uses of Copilot among users is to help them create different types of content.
Users appreciate that Copilot can generate first drafts in various formats, such as documents,
business cases, proposals, reports, pitches, or presentations, and save them time and effort.
Copilot has also assisted users with more specialised tasks, such as creating forms and
surveys.

Using Copilot to create a survey

The uses Copilot to % Draft with Copilot
create surveys.

besm be what form you'd like to create, including its ¢
requirements to be considered.

0/ 2000

. ﬁ . \2. [ view prompts

Recording in First draftin Survey in Forms
Teams Word

Upon review, input the
information in MS Forms

Record the discussion Prompt Copilot for a o i
about the form’s first draft using the Copilot, including
contents meeting transcript as additional questions
reference

(14

In the past | would have had a meeting, shared some
thoughts and ideas, taken those ideas away and sketched
a survey, shared the sketch for feedback, created a form
in MS Forms, tested the form, made changes, and then
published it. A fairly long process right?

A process that may have taken several days, took less
than 30 minutes.

Figure 5: Example of staff using Copilot for content creation
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Communications

One of the common ways that users have employed Copilot is to help them with their
communications, especially when they need to structure and write emails. Users value how
Copilot can enhance their communication skills by providing them with suggestions for
complex or difficult messages, such as letters for residents, or more engaging and persuasive
communications. Users with English as an additional language have found this useful to help

them be more confident about their communication.

Using Copilot to draft technical emails

A uses
Copilot to draft complex communications to residents and
agents.

o "0 -0

Draft with
Outlook

Examples in

Teams Outlook
Draft emails in a more
professional and formal
way

Find through the Teams
chat planning
applications similar to
the ones he needs to
validate or write.

(14

Search for legislation
planning applications

emails

Sometimes we have difficult customers that challenge our

decisions, so we need to draft lengthy emails including

parts of the legislation, which can take time. Copilot helps,

because it automatically gives me links to the piece of
legislation | am looking for.

| always need to check that everything's OK after the first
draft by Copilot, but it's much faster. It is really saving time

for me.

Search through

and fees related to the

and including links in his

To

Cc

Add a subject

?7 Draft with Copilot

What do you want this email to say’?

Tone
v Direct
Neutral
Casual
Formal
Make it a poem
Length
v Short
Medium

Long

Figure 6: Example of staff using Copilot for drafting communications

June 2024
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Research and information search

One of the most appreciated features of Copilot by users is its ability to search for information
and enable conducting research in a convenient and smart way. Users report using their
browser to ask Copilot specific questions and receive relevant answers that include multiple
sources. Users also appreciate the possibility to use Copilot to compare information, and to use
it as a source of learning opportunities. Users have reported that this feature saves them time
and helps them access high-quality information.

My coPILOT Work Web E NOTEBO
Using Copilot to support customers p
use Copilot to better Your

support clients.

Targeted search Information Quick search in
through Bing comparison Ealing’s website
Look for more accurate through Bing through Bing
information based on
clients’ specific
requests

Ask Copilot to compare  Find forms faster than
information (e.g. types  through Ealing's website

-~

of benefits) .
lllustrate a drone hovering over a Crea
“ field equipped to monitor crop fund

health ~~ GDP

We are a general service and sometimes we don't know

everything. Many people that come to us are on benefits

and are looking for specific information in different

departments that we don't know much about. Copilot can

help by providing us with more accurate information. e

When you compare two benefits sometimes they are a bit @ ‘
Ask me anything...

similar. So, if you need more clarification the Bing search
will give you the requirements and everything.

Figure 7: Example of staff using Copilot for searching for information
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Data analysis

Some users have reported using Copilot with data analysis, whether it is quantitative data in
Excel spreadsheets, where Copilot has assisted them with data cleaning, manipulation, and
visualisation, and even merging files, or qualitative data analysis in free text format from
research activities and meeting notes, where Copilot has assisted with content analysis and
summary generation. In this use of Copilot, users have highlighted the need to be specific in the
prompting, as this influences the reliability and objectivity of the answers. By analysing data
with Copilot, users report benefits in completing strategic reporting requirements more
efficiently, as well as be able to more effectively challenge and learn from the data in front of
them.

Copilot (Preview) v

Using Copilot to extract insights

Select an option to learn how | can work
An with your data in Excel tables:

uses Copilot to extract insights from spreadsheets.
® Add formula columns

— ? Highlight
. . \2. = Sort and filter

Table in Excel Visualisationsin Dashboard in O Analyze
Excel Excel
Convert a range of cells
into a table Create various data Create a dashboard

visualisations by using  with all visualisations by
the prompt “Show data  using the prompt “Add
insights” multiple times all insights to grid”

“ Show data insights

3 0 . Show a suggestion for a formula column
Copilot helped me discover new ways of looking at the

data and creating a dashboard that | wouldn't have done

X How can | highlight, filter, and sort data? C
otherwise.

. Ask a question or make a request about
| have also been able to ask Copilot more complex

questions, such as filtering and counting information
based on different and changing criteria, including current 0/2000 B o
and past status.

data in a table

Figure 8: Example of staff using Copilot for analysing data
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Task automation

Copilot for automation has been adopted by users who already where using tools such as
Power Automate or Power Apps to automate flows. This could be beneficial for other teams but
who might not have the digital skills/knowledge.

Let’s automate something
should it do?

arted by selecting an example or describing yc
idea.

Using Copilot to automate repetitive tasks

A uses COpilOt with tools like ery month, copy all files from OneDrive folder to anot
Power Automate. [der

py all rows from an Excel file to another excel file witt
itton

. /-s . \—2 . [ When a new item is created in SharePoint, send r

icribe in detail how you want your automation to worl

Promptin Power Suggestionby Copilot to make

Automate Copilot adjustments
Open Power Automate  Copilot will suggest the Add the desired
and write down a initial low code building parameters to each
prompt of the desired blocks to work from building block with
workflow to automate Copilot ilot is new technology that is still being developed. It is optimiz

uage and has limited support with other languages. As such, p

English rather than your preferred language. Learr

(14

Copilot has been beneficial for creating the initial building
blocks of a workflow in Power Automate with just a simple
prompt so that | don't have to manually search for and

select the actions | need. Analyze your business @ Regi

process with Microsoft... auto

Depending on the complexity of the task, Copilot can save Beginner aamin Begi

me substantial time by assisting with the initial setup as
well as help troubleshoot issues | come across. ® 00 OO

Figure 9: Example of staff using Copilot for automating tasks
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C. Benefits of Copilot

Copilot helps save time and enhances productivity

Users highlighted the biggest benefit of the adoption of Copilot has been the amount of time
saved automating tasks, with Copilot on average reducing the time spent on manual tasks by an
approximation of 53.5 minutes.

The following tasks such as writing meeting minutes, summarising documents, generating email
responses, and creating presentations were mentioned by users from across different roles and
functions as being the biggest time saving activities. However, users acknowledged that whilst
such automation of processes led to increased efficiency and productivity they were still
required to fact-check for accuracy.

Additionally, users that with the time saved they were able to focus on more strategic, creative
and value-added tasks as mentioned here by one user, “time saving on mundane tasks, allowing
for more focus on strategic, value-added tasks and polishing”.

12. In a typical working day, how much time do you normally spend doing that task?

More Details

. Up to 30 minutes 21
@ 30-60 minutes 29
@ 60-90 minutes 19
@ More than 90 minutes 20

Figure 10: Time spent carrying out impactful listed tasks on Copilot. More than a third of all
users save between 30-60 minutes on the task listed.

*Although users appreciate the time-saving potential of Copilot, they are reluctant to commit to
a specific number of hours or minutes saved per day or week for any given task, as they feel that
the tool is not consistent enough in its performance. Therefore, they do not trust Copilot fully
and prefer to be cautious when estimating the impact of the tool in its entirety on their
productivity.

Copilot helps access content and new learning

Another benefit of Copilot that users have mentioned is its ability to help them access content
and new learning. Copilot can act as a source of information and inspiration for various tasks
and topics. Users report finding information faster from within the organisation, but also from
the wider web, which in its turn can help them create better content.

Some users also expressed that Copilot could enhance their learning and curiosity. One user
compared Copilot to "an interactive Wikipedia" that can provide summaries and insights on
different topics. Another user said that Copilot "makes me think of things | might not have

14
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considered before, kind of like a place to get inspiration from." Users also appreciate Copilot’s
ability to help them interrogate documents. These users demonstrate how Copilot can
stimulate their interest and creativity and help them explore new ideas and perspectives.

Copilot helps improve wellbeing

Improving wellbeing and productivity has been a benefit that has been expressed
interchangeably by users, with one user stating that their wellbeing has improved due to the
time saved. Additionally, users have reported that ‘freeing up’ time has enabled them to regain
mental energy for high value tasks whilst also being able to stay on top of administrative action
tasks.

Copilot helps improve communication and collaboration

Copilot’s ability to enhance communication and collaboration has been another key benefit
listed by users. Users have reported the natural speaking language responses helps to convey
inclusive communication. For example, one user noted its ability to decipher complex legal
documents into “coherent responses” providing accessible reading material on legislation.
Notably, the available style and tone style was referenced as making “work more accessible and
inclusive, especially for users with disabilities or different learning styles” as the content can be
tailored to resonate with the recipient allowing people to feel more connected and confident
that the conveyed the correct message. This was also a sentiment shared by users who are non-
native English speakers.

15
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Limitations of Copilot

Users have also reported limitations in the use of Copilot during the trial, with the two most
mentioned being the varying levels of platform integration, and the lack of reliability on the
results due to inconsistency and lack of transparency of how the tool sources the data it uses.
These have generated frustration among users and hindered the adoption of the tool.
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Low platform integration

One of the main drawbacks of Copilot that users have reported is its low level of integration with
other platforms and tools. Many users work with applications that are not part of the Microsoft
suite, such as Mosaic, and they would like to use Copilot in them as well. Furthermore, some
users have also complained about the lack of functionality of Copilot within some Microsoft
tools, such as Excel. All this affects their productivity and satisfaction with the tool. Therefore,
users demand a higher degree of platform integration for Copilot, both internally and externally.

16
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Lack of reliability in results

(14

It's still quite basic in terms of relying on specific prompts and often doesn't
understand the tasks that are needed. We can improve 'prompt-writing' but it
would be better if co-pilot improved its understanding.

Another limitation of Copilot that affects its adoption is the lack of accuracy of the results it
generates. Users have experienced inconsistency in the outputs, as they sometimes get
different responses for similar prompts. This makes them doubt the validity of the information
that Copilot provides. Moreover, users also feel that Copilot is not transparent enough about
how it sources the data it uses, or when it does not understand a prompt. Users would like to
see more transparency from Copilot, as it would increase their trust and confidence in the tool.

The need of time to make Copilot a useful tool to solve
complex issuesinroles

Common Elements Making Work Challenging

Employees are stressed by tasks that involve complex, multi-faceted challenges, often requiring
coordination and accuracy in information handling, and compliance with changing regulations.
Many of these tasks involve interactions with other colleagues, clients, or external data sources,
which can be complex to manage and beyond the capability of a single Al tool to fully resolve.

e Constant Changes and Compliance: Keeping up to date with changing rules and
regulations.

e High Demand and Low Supply: Difficulty in recruiting qualified candidates.
e Pressure and Efficiency: Improving team efficiency and dealing with audit pressure.
e Accuracy and Context: Ensuring reports are accurate and well-contextualized.

e Data Handling: Working heavily with data and the limitations of Al tools in handling
complex data.

e Customer Expectations: Managing unrealistic customer expectations and
misunderstandings about service scope.

e Adapting to New Tools: Learning to use new software and security concerns.

17
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Organisation’s readiness for GenAl

As the organisation moves towards a more widespread use of GenAl tools, such as Copilot, it is
important to assess its readiness and potential challenges for adopting new technology. Based
on our research, we have identified three main areas that need to be addressed: organisational
culture, skills development, and Al and ethics. In this section, we will present what we have
learnt in each of these areas, and how they can affect the adoption and impact of Copilot and
other GenAl tools in the organisation.

Throughout the trial period users’ have reflected on their readiness for Al tools to see how the
organisation would need to navigate the cultural shift for an adoption of emerging technology.
More than half of all users were revealed to be early adopters, the findings present many users
would need to see the sustainable advantage and clear standards to embrace new technology.
One user shared “if I'm not going to embrace that, then I'm going to be just stuck in the same
place and that's not going to be beneficial to me, noris it going to be beneficial to the
organisation because change happens all the time and whilst not all change Is always good, but
we have to In a sense, embrace change and positive change.”

e 06 0 0 o
| am eager to learn about
and experiment with new
and emerging technology.

| am open to trying out new

o 0 0 o
technoo%y when | see a
practical benefit.

| like to see others try new @

technology and hear from
their ~experiences before
deciding if | should try it
myself.

| am always cautious around
technology and to see its
impacts on society before |

try it out.

Figure 11: Digital readiness — 52% people answered "l am eager to learn about and experiment
with new and emerging technology."

18



Insights Report: Learnings and Recommendations from the Copilot Trial June 2024

Organisational Culture

Varying levels of experimentation and openness, and a perceived
lack of time

Relevance

One of the challenges for the adoption of Copilot is the alignment of the tool with the users'
needs and expectations. Some users don't see the relevance of Copilot for their profiles and
roles, or they have difficulty in finding opportunities to use Copilot efficiently. However, this lack
of use could also be a result of a lack of exploration of Copilot's possibilities and a resistance to
change their ingrained daily habits.

Learning and capacity

Another challenge is the learning curve that both users and Copilot must go through to interact
successfully. Users need to learn how to write effective prompts that can elicit the desired
response from Copilot, and how to use Copilot in different software applications. Copilot also
needs to learn from the users' feedback and preferences and improve its accuracy and
consistency over time. However, some users face limitations in dedicating the proper time and
effort to learn and experiment with Copilot, due to a perceived lack of time, lack of confidence
and a of a digital skillset, or perceived lack of relevance to their work.

Openness to new technology

While some staff are more cautious or sceptical about Al's impact and risks, some staff are
more open and enthusiastic about embracing Al and see its potential and benefits, especially
those that possess higher levels of digital confidence and critical thinking skills. Some staff are
also involved in other Al projects or initiatives, which can influence their attitudes and skills
towards Copilot and other GenAl tools. Moreover, staff agree that having been part of this trial
and having learnt more about Al has impacted positively on their perception and acceptance of
Al tools. For instance, some users went from being sceptical or indifferent about Al, to fully
supporting or finding it indispensable for their work, showing a significant positive shift in their
attitude, digital skill immaturity and behaviours.

8. What is one thing that you have learnt thanks to the Copilot trial? It can be related to the use of Copilot or
technology in general, to new skills or ways of working you have acquired, etc.

More Details £ Insights
Latest Responses
"found note taking was not accurate and can cause issues for the work i do. ...
7 g
Responses "That it can summarise documents much quicker than | can !"

"In @ music service - what co pilot does, is allows us to be more creative and ...

Figure 12: Learnings identified as part of the Copilot trial
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This can be seen in examples of users who have shared that using Al has reminded them to
expand their thinking by “considering the needs of the end user” and encouraged them to “try
and look try think from a different perspective.” The importance of adaptation and
experimentation has been an important learning for many, alongside embracing the Copilot
experience as an opportunity for skill development., as mentioned by these users “having to
articulate prompts in a meaningful way to get the best out of the product has helped my writing
skills and vocabulary”, “It has enhanced my skills. It has been a helpful tool when I've been
learning SQL and Power BI”.

Whilst not all users reported any learnings as part of the Copilot trial many users discovered
they could work more effectively by automating tasks, one user described Copilot as a “great
asset” and revealed “| look forward to embracing technology more and reaping the benefits it
can give us”.

Skills development

Greater support to improve digital literacy and to help users adopt
Copilot
Easiness to use

Copilotis generally perceived as an easy tool to use, with a friendly and intuitive interface.
However, this does not mean that all users had a smooth experience with Copilot, or that they
were able to make the most out of its functionality. Some users reported difficulties in
navigating Copilot's interface in the different software applications, or to being able to elicit the
desired responses from Copilot. This could be lack of digital literacy, willingness and
confidence to test or ingrained behaviours. Itis crucial to consider how to empower users
adapting to new technology, by creating shared engagement activities, fostering a sense of
community through team channels, informal catch-up, which have all been welcomed
touchpoints to further discuss Copilot and Microsoft 365 apps.

Support for adoption

Users often asked for additional help for adopting Copilot successfully, such as trainings on
how to craft good prompts, or how to use Copilot in various software applications. Some users
also mentioned the value of peer learning to hear from other users’ stories and tips, and
discussions to gain skills and reflect on their practices. Moreover, it is important to consider that
users with higher digital skills were more likely to engage independently with other users in
conversations about Copilot, while users with lower digital skills requested more handholding
and through training and one-to-one sessions.

Digital literacy

One of the challenges that were made visible thanks to the trial was the low level of digital skills
among many staff, which hindered their adoption and use of Copilot. Many users asked
questions that were not specific to Copilot, but rather to basic functionalities of the Microsoft
365 suite. This indicated a lack of digital literacy and confidence and pointed to a need for more
training and support. However, the trial also became a space for digital development for staff
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with more digital skills, who were inspired by the innovative uses of Copilot by more advanced
digital users, such as PowerApps or Power Automate, which made them more self-motivated to
try out new things.

Join at menticom | use code 15041207 i Mentimeter

Have you ever used Al?

8

I've never I've used it luse it often
used it once or
twice

Figure 13: Live pollin the learning session open to all staff “The Future of Work: Artificial
Intelligence (Al) in Local Government”, which shows the low levels of knowledge of Al tools
among staff.

Ethical and responsible use

Lack of policy on Al and ethics, and risk of using Al “the wrong
Way”
Security

One of the main ethical concerns emerging from the trial was around security and data privacy
when using Copilot. Some users were worried about the risks of transferring sensitive or
confidential information, such as financial data, through Copilot, and whether the tool could
comply with the GDPR regulations. Others were also wary of the possibility of unethical use of
Copilot. Therefore, it is crucial to have clear and transparent policies and guidelines on how to
use Copilot safely and responsibly, and to ensure that the tool does not compromise the
integrity or trustworthiness of the organisation.

Misuse

Another ethical issue that was raised by some users was the potential misuse of Copilot, and
the impact that it could have on the critical thinking skills and the quality of work of the staff.
Some users expressed the fear that Copilot could make staff lazy or over reliant on Al, and that it
could make them lose their ability to think creatively or analytically. Therefore, it is important to
provide adequate training and support for the staff to develop their digital literacy and to learn

21



Insights Report: Learnings and Recommendations from the Copilot Trial June 2024

how to use Copilot effectively and appropriately, and to maintain a balance between human
and machine input.

Workplace replacement

A third ethical issue that was mentioned by some users was the threat that Copilot could take
over their jobs or reduce their value. Some users felt that Copilot could replace some of their
tasks, such as minute taking, or that it could make their skills obsolete or redundant. Others
were also anxious about the future of work, and how Al could change the nature and demand of
their roles. Therefore, it is vital to communicate clearly and openly with the staff about the
purpose and scope of Copilot in the organisation, and to reassure them that the toolis meant to
augment and complement their work, not to substitute or diminish it.
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Key recommendations for a future
Copilot roll out

Based on the insights gathered from the interviews and surveys, this report offers four
recommendations to prepare staff for a future Copilot roll out. These recommendations are
enhancing digital literacy, providing support for the correct adoption of Copilot, attracting and
retaining talent, and addressing ethical concerns.

01_ Digital literacy beyond Copilot

A plan to enhance digital skills and confidence of staff

One of the key recommendations for a future Copilot roll out is to boost the digital literacy of
staff beyond the use of Copilot itself. This is important because some users expressed a lack of
confidence or familiarity with digital tools in general, and some felt that they needed to be more
digitally skilled to be able to integrate Copilot into their work. By enhancing the digital skills and
confidence of staff, we can ensure that they are able to not only use Copilot more effectively
and efficiently, but also adopt other digital tools relevant their work. Furthermore, we can also
foster a culture of innovation and curiosity among staff and empower them to explore new ways
of working and learning with technology.

To boost the digital literacy of staff, more training and support needs to be provided. There are
many building blocks that could be putin place, for instance:

DIGITAL SKILLS A tool to measure and improve staff's digital competence and confidence
ASSESSMENT across different domains and dimensions

TECHNOLOGY A dedicated team to guide and support staff to use Copilot and other
ADOPTION TEAM digital tools

A series of sessions to introduce staff to the essential apps of the

BASIC TRAINING Microsoft 354 suite, including a module as part of the induction

ADVANCED Sessions on advanced features and functionalities of the Microsoft 365
TRAINING suite, such as PowerApps or Power Automate

System to motivate learning, for instance a digital skills badge to
GAMIFICATION recognise and reward staff's achievements and progress in digital skills, or
a 1-day facilitated hackathon to solve a problem with a digital tool

A team of developers who can develop customised and relevant tools of
work to enable specific use cases (more information in recommendation
#03)

Figure 14: Potential building blocks of a digital skills programme

DEVELOPER
TEAM
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02_ Support for Copilot adoption

A flexible phased out onboarding journey to support staff adopt
Copilot, considering their diverse needs

One of the key recommendations for a future Copilot roll out is to provide support for users’
onboarding journey and thus ensure a better adoption of the tool. The support should be
comprehensive but also flexible to each cohort’s needs - By offering a flexible phased out
onboarding journey, we can ensure that staff are motivated and confident to use Copilot in their
daily work and that they discover more relevant and beneficial use cases. Furthermore, we can
also ensure that we are addressing the need of more guidance and support by some of the user
cohorts, and that we consider diverse needs of support, such as more 1:1s for the users in the
accessibility use case, as requested during the trial.

We propose an onboarding journey that allows staff to access different resources and support
options according to their needs and preferences. For instance, staff could find general
information about Copilot on a One Space page, receive a welcome pack with useful materials
and a kick-off session invitation, request 1:1 sessions for more personalised support, form
community of practices to ensure continuous learning and development including joining
specialised training on various digital tools, skills, and actions. See the below visual for an
illustrative example.

B O ox O 8 = =
/' \ -
Copilot Welcome Kick-off Specialised Informal Tracking
OneSpace email session training follow-up email

ALWAYS ACCESSIBLE AUTOMATICALLY 1H SESSION EVERY ON-DEMAND, 30° ’BIS(E)GN—DEJMATIDK‘CV 30 SESSION 2 WEEKS SENT QUARTERLY
TO EVERYONE SENT TO EVERY NEW 2-3 WEEKS {BASED ONPOLL IN kicke AFTER SPECIALISED
USER ©ON-UP FOR TRANING) TRAINING

OneSpace with all Welcome package Kick-off session Deep-dive into Training on-demand, Informal drop-in Survey to gather
relevant informa- with: about the basics of what people want specific to: session for follow- feedback from
tion on Copilot. Copilot. to do with Copilot up questions from Copilot

¢ Link to OneSpace and discuss any « Tools (Word, Excel) the specialised
Staff to request a and introductory + What is it and special needs. « Needs (accessibi- training
license by filling in reading where to find it lity use case)
a business case « Link to Teams « Walk through the « Skills (prompting)
form, with possibi- channel for checklist « Actions (content
lity to request a 1:1 troubleshooting « Basic things it can creation, automa-
to help to build « Invitation to the and can't do tion)
business case. kick-off session « Basic prompting « Use cases (social

« Form to sign up tips work delivery,

for training needs  « Request to 1:1s and complaints)

further training

Figure 15: lllustrative example of a potential support programme for Copilot, based on
Westminster’s City Council Technology Adoption team proven approach to the Copilot trial.
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03_Talent acquisition

An appealing employment value proposition to attract talented
workforce

One of the challenges of the public sector is to attract and retain talented and digitally skilled
staff, who can contribute to the improvement and innovation of the services we offer. An
appealing employment offer is a key factor in attracting such staff, who can feel that they can
progress and work at their best in our organisation. Such offer could include a Copilot license,
along with adoption support and training, both as part of the induction and as a continuous
professional development programme.

Integrating Al tools in the toolbox can also attract different types of profiles from the ones we
have now - For instance, developers, who can use Copilot to develop customised and relevant
tools of work for specific use cases for diverse teams to use, who might be less skilled digitally
but still need tools that enhance their work.

Boosting our wellbeing at work

Another common theme of challenges identified within local authority is effective time
management. By learning how to better optimise time and recognising the relationship between
time use and wellbeing have never been greater given the unfamiliar pressures new working
practices have placed on organisations.

By rethinking new ways of working such as adopting Al technology as a support tool for staff, in
highly pressurised roles or volume traction, such as those working in customer facing roles by
increasing automation function for manual tasks — such as using Copilot to summarise phone
calls. Integrating this system can provide a seamless approach, reduce call waiting time, which
would help to improve both resident and staff satisfaction.

BENCHMARK

Swindon Council

Swindon Council has a 4-member team
of developers, the Emerging
Technology team. They work with other
teams in the Council to develop tools
that enable better work with residents.
For instance, Easy Read, a tool for ASC

to help residents with learning
disabilities, low literacy and English as
an additional language, to translate or
redraft complex documents to increase
accessibility with GenAl.

While still being a very small team, they
are able to develop and test the tool by
making them open source. For instance,
Easy Read is now being used by DEFRA

Resident group composed by ‘experts by experience, put
and UNICEF. idaslios e il e &

together to help develop and test Easy Read

Figure 16: The case of Swindon Council and their emergent technology team, which supports
other teams developing technology tools based on real resident needs
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04_ Technology and data ethics group with residents

A place of encounter with residents to discuss and get their
thoughts on the ethical implication of using GenAl in the council

The final recommendation is to create a conducive space to enable conversations on
responsible and ethical use of GenAl tools, among staff but also with Ealing residents. This has
a twofold objective:

e Foster a culture of transparency and trust in our use of Technology and Data — and
especially GenAl —among residents

e Become a space for staff to hold meaningful conversations around the use of these
tools and boost their critical thinking.

We believe that by involving residents in the dialogue, we can ensure that our work aligns with
their interests and values, and that we can address any concerns or questions they may have.
We also hope that this group will create a space for meaningful discussions about the ethical
implications and challenges of using new technology in the public sector, and how we can
collectively shape a responsible and inclusive approach.

We propose to invite a diverse and representative sample of residents from the seven Towns to
join us for quarterly sessions. Each gathering could address a specific theme and use case and
include different types of activities. The gatherings will be designed to be accessible and
engaging for everyone, avoiding technical jargon. Finally, the gatherings will also foster
accountability and trust, as both the council and the residents will agree on actions and
improvements to follow up until the next event.

Possible agenda for the day*:
overview

* Example of a session showcasing the use case of Copilot for social
care work in children services

Welcome & Introduction (25')

Informal check-in prior to official start of the
event, introduction of the day and icebreaker

Learning time (20')
Subject matter expert presentation on Tech & Al

Short Break (10')

Al for social care work (60')

Live demo by Ealing staff and Q&A, followed by an
individual reflection through an interactive poll
and a group discussion based on the results

Long break/mingling time (20')
Playback (35')

Playback of conversations in breakout groups and
of new ideas from the exhibit/wall

Conclusion & Wrap up (10") ‘ AR "

Next steps, Conclusion & Final reflection

Figure 17: Possible agenda for the day, featuring an example of a session showcasing the use
case of Copilot for social care work in children services
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Conclusion

GenAl tools, such as Copilot, have the potential to transform the way we work and serve our
residents at Ealing council. They can help us solve complex problems, generate innovative
solutions, and enhance our productivity and creativity. However, they also pose significant
challenges and risks, such as bias, privacy, accountability, and trust. Therefore, we need to be
careful and thoughtful in how we use these tools and ensure that they align with our values and
goals as a public organisation.

In this report, we have shared the insights and learnings from our internal research on the use of
GenAl tools in various departments of our council. We have also proposed four key actions that
we believe are essential for ensuring the successful and ethical adoption of these tools in our
organisation. These are:

e |mproving the digital literacy and confidence of our staff, to be able to integrate the use
of digital tools first, GenAl tools after, and be prepared for the future of work.

e Training our staff to use GenAl tools effectively and responsibly, understanding their
benefits and limitations, and being able to leverage them to truly impact their ways of
working.

e Improving our offer so that we make it attractive to a skilled workforce, that aims to
foster knowledge exchange, collaboration, and innovation among the staff in the use of
new technology, but also in improving the work we do for our residents.

e Engaging our residents in the discussion on the use of GenAl tools and building their
trust and confidence in our work, as well as providing spaces for our staff to reflect on
their practices and uses of these tools.

The aim is to not only introduce new GenAl technology to our work, but empower our staff to
use it well so that we can enable our services to deliver better outcomes providing significant
transformative benefits for the organisation. We hope that this report will inspire you to think of
not only the new tools we can introduce, but how to meaningfully integrate them into our daily
work so that they generate meaningful impact.
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Appendix 1

Research Activities

Internal research on Copilot usage

Engagement sessions

1. Customer Support — Community Hubs (x2)
Business Support (x1)

Human Resources (x2)

Children Services (x1)

Adults — Social Work Delivery (x2)
Engagement & Equality (x1)

ook~ wN

Staff interviews
1.Economy and Sustainability (x5)
e MIS and Funding Manager
e Principal Planner
e Safer Communities Intelligence Analyst

e Strategic Intelligence and Corporate Performance Manager
e Technical Officer

2.Strategy and Change (x1)
e Recruitment Coordinator
3.Resources (x4)

e Assistant Director Technical Finance
e Customer Service Advisor
e Customer Contact Centre — Repairs and Environment

e Service Coordinator for the revenues and Benefits Contact Centre

Copilot survey

Qualitative insights from surveys 1to 5

June 2024

28



Insights Report: Learnings and Recommendations from the Copilot Trial June 2024

External research on GenAl

Conferences

e Brent Council: The future of Intelligent Innovation in Local Government (07/03/2024)
o Smith Square Debate: Al risks, rewards and councils’ readiness (07/03/2024)
e AWS Public Sector Day 2024 (19/03/2024)

Other local authorities' expert interviews

o Modern Workspace Officer (Technology Adoption and Accessibility Team) - Westminster
City Council
e Technology Adoption Manager — Camden Council
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