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Any sufficiently 
advanced 
technology is 
indistinguishable 
from magic

Arthur C. 
Clarke
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Generative AI is like magic but…
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It cannot be digital transformation 2.0
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Moreover,

Of us think public services have got worse in the 
last five years.

CREDIT:  FINANCIAL TIMES



Under-funded

Bureaucratic
Unaccountable

Hardworking

Unresponsive

Infuriating

Faceless

Helpful

Friendly

People are more likely to use negative 
words to describe public services



Hardworking Helpful Friendly Good 
valueHonestOpenEfficient

But there is a lot of good sentiment about those 
delivering the services



Generative AI Paradigms



Summarisation

DXP/ CRM Jargon busters
Benefit, Welfare, Award Letters

Automated summary of
Council Tax, Waste, Housing, Education
Geographically relevant data
Sentiment history (CSAT/Sentiment)



Summarisation
Complaint cases



For every

5
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% citizen satisfaction decreases

Complaints have been shown to increase by 

25
2

%

Complaint casesWhy?



Complaint cases



Content Generation





Your Brum

Explain in 20 words

Convert to lay terms

Translate



Drafting Council Reports: Automatically generate drafts of council reports or policy documents.
Communication Templates: Create templates for official letters or emails to citizens.
Website Content Creation: Generate engaging website content for new or updated services.
Social Media Posts: Produce social media content to inform the public about events or alerts.
Educational Materials: Generate educational brochures or leaflets about council services.
Press Releases: Draft press releases for media distribution on council activities.
Plain Language Summaries: Create summaries of legal documents in accessible language.
Automated FAQs Responses: Generate automated responses for frequently asked questions on various channels.
Community Newsletters: Produce newsletters to update residents on community news.
Public Service Announcement Scripts: Generate scripts for announcements on local radio or public meetings.

Yes, yes, yes, but what’s the cool stuff???

What else?



Let’s imagine you have a digital / contact centre platform

What if every day an analysis was automatically scanning the content of every call transcript, understanding the 
questions asked, content interacted with, forms completed, sentiment and propensity for failure 
demand/complaint. 

At the end of each day it dynamically:
> generated new FAQs and answers within platform
> updated the AI learning engine to make any virtual assistants smarter
> created a lessons learned report each Friday with a focus on minimising poor CSAT.



Recommendations

Waste Insights



Waste Insights



But

Wouldn’t it be even better if each night an analysis of all missed was 
carried out. 

Where people put wrong things in bins. 

Where people forgot to put things in bins. 

A recommendation was made to proactively email/SMS all those people 
affected to say:

“Hey don’t put poo in recycling.” “Make sure your bin is out before 7am”



Benefit Eligibility Recommendations: Recommend suitable benefits or grants based on individual circumstances.
Local Service Suggestions: Suggest local services like community centers or libraries based on citizen interests.
Housing Options Recommendations: Recommend suitable housing options for applicants on the housing register.
Energy-Saving Measures: Suggest energy-saving measures to residents to promote sustainability.
Employment Opportunities: Recommend local training or employment opportunities to job seekers.
Public Transport Routes: Suggest optimal public transport routes based on user needs and schedules.
Volunteer Opportunities: Recommend volunteer activities in the community matching citizen interests.
School Selection Assistance: Help parents choose suitable schools based on location and educational needs.
Health and Wellbeing Services: Recommend local health and wellbeing services to improve community health.
Regulatory Compliance Actions: Advise businesses on actions to comply with local regulations and requirements.

What else?



Sentiment Analysis

Service Feedback Social Data Crisis detection
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October 2024 – UI Refresh
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Today
8th August 2024

Executive Summary
1. Customer satisfaction is generally down across all channels and services except in Waste. 
2. Revenues and Benefits is skewing the figures downward. 
3. General consensus is digital is not meeting the expectations of citizens like traditional channels do. 

Analysis Sentiment Recommendations

5.3%44.7% 50.3%403
Feedback for this past week

Campaigns sent in the past week

200 2.0%49.0% 49.0%

Campaigns sent via SMS had a much higher take 
up rate than Email. 

43% for SMS vs 16% for Email.

0.8%39.0%

Waste

49.3%

Housing

51.0%

Benefits

60.1%

Council 
Tax

64.3%

Customer 
Service

41.9%

Licensing

43.2%

Planning

47.9%

Income

59.2%

60.2%

Sentiment for this past week

Schools

40.7%

Social 
Care

39.9%

Put focus on

Jerry Maguire has had his lowest performance yet on 
CSAT.

Council Tax has now been in the red 12 weeks in a row 
with the trend going up not down in poor satisfaction. 

We would strongly recommend the following areas of 
feedback in the NEC web app are reviewed:

1/ I couldn’t do what I wanted to do (23.4%)
2/ I couldn’t find what I was looking for (19.1%)

Keep an eye on

SMS is currently good but is trending down. 

Keep doing

Praise Lewis Harper for exception customer 
satisfaction this week. 

Highlight to the Housing Repairs Lead that CSAT is 
dramatically higher this week vs last week. 

Sentiment by service Sentiment by channel

Key topics arising this past week

Poor user experience

Good service

Helpful staff

Delays Expectations not met

Poor Decisions
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Social Media Sentiment Tracking: Monitor social media platforms to detect public sentiment on council initiatives.
Customer Service Improvement: Analyze customer service interactions to identify areas needing improvement.
Consultation Response Analysis: Perform sentiment analysis on public consultation responses to understand 
community attitudes.
Media Sentiment Assessment: Assess sentiment in local media articles about the council to manage public 
relations.
Policy Impact Measurement: Evaluate sentiment trends over time to measure the impact of policy changes.
Service Feedback Analysis: Analyze feedback for specific services like waste collection to improve operations.
Website Comment Sentiment: Analyze comments on the council's website or forums to identify public concerns.
Tenant Communication Monitoring: Detect negative sentiment in housing tenant communications to address issues 
early.

What’s else, else?

What else?
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Wouldn’t it be cool?

28

If sentiment, customer feedback cross-channel was fed back in real time to your CMS in a common standard?
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Virtual Assistants

Right first time Not just easy stuff API Dynamo



What might a Virtual Assistant look like - let’s design!

We’ll use ChatGPT and Claude.ai
Clue: CONTEXT, CONTEXT, CONTEXT!



Virtual Assistants



Council Tax Enquiries Assistant: Provide a virtual assistant to answer common queries about council tax.
Appointment Booking Assistant: Enable citizens to book appointments with council services via a virtual assistant.
Benefit Application Assistance: Guide users through housing benefit applications using conversational AI.
Planning Permission Guidance: Assist applicants in navigating the planning permission process.
Issue Reporting Assistant: Allow citizens to report issues like potholes or streetlight outages through a virtual assistant.
Waste Collection Schedules: Provide personalized waste collection schedules and reminders.
Business Licensing Assistant: Help businesses with licensing applications through guided support.
Electoral Registration Help: Assist citizens with registering to vote and updating electoral details.
School Admissions Assistant: Guide parents through the school admissions application process.
Local Events Information: Provide information on local events and services tailored to user interests.

What else?



How can we make sure we 
Make better services

Deliver enhanced satisfaction
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Public Sector CSAT Index 
PSCIX
CHANGE 
24HRS                     1 WEEK                      1 MONTH

71.84

-0.34 +0.24 +0.41

Follow +

68.

69.075

70.15

71.225

72.3

73.375

Indexes Benchmarking     Community

PSCIX
Overall

PSECX
Sectors

PSERVX
Services

PSCHX
Channels

SUPPX
Providers

ORGX
ProvidersSatisfaction by region

Pulse
Creation of a new standard that enables 

aggregation and formation of a new CSAT 
index for local gov, housing, policing etc.
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Indexes Benchmarking Community

Nearest Performers

Your organisation Nearest 
Performers

Top 
PerformersShow 

The following shows the nearest neighbours, and their levels of satisfaction and feedback compared with Your 
Council

Council CSAT vs Wigan Volumetrics vs Wigan

Lancashire Unitary Council A

Lancashire Unitary Council B

Yorkshire Unitary Council A

Yorkshire Unitary Council B

Yorkshire Unitary Council C

Lancashire Unitary Council C

Lancashire Unitary Council D

Lancashire Unitary Council E

Yorkshire Unitary Council D

Lancashire Unitary Council F

-9.91 -1319249384.32%

-21.23 -1510230273.00%

-2.23 -2592122092.00%

-3.13 +190400291.10%

-2.23 -612320092.00%

+1.09 +518433095.32%

-13.21 -1829198381.02%

-24.01 -2720109270.22%

+2.47 +297410996.70%

-26.93 -324356967.30%

Pulse
Benchmarking for council CSAT

Your Council is in the Top Quartile

Your Council is in the Top Quartile
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https://www.linkedin.com/pulse/generative-ai-product-management-john-mcmahon-jbvxe/?trackingId=I%2Bj64%2BivEckfQ%2FoiV2UxxQ%3D%3D
https://www.linkedin.com/pulse/transcendence-gen-ai-local-gov-john-mcmahon-6nj2e/?trackingId=4gVW1Hwkc%2B%2Bexv6YyhPYAQ%3D%3D


Let’s connect

John McMahon | Managing Director
john.mcmahon@govmetric.com

https://www.linkedin.com/in/johnmcmahon2/


Search / Research

Enhanced Record Search: Improve search capabilities for council records and archives for staff.
Service Information Retrieval: Assist citizens in finding relevant services or information on the council website.
Planning Decision Research: Aid in researching historical planning decisions and precedents.
Legislation and Regulation Search: Provide advanced search of laws and regulations affecting council activities.
FOI Request Assistance: Streamline the process of handling Freedom of Information requests.
Best Practices Repository: Help staff find best practices or case studies from other councils.
Funding Opportunities Search: Assist in searching for external funding opportunities or grants.
Policy Development Research: Aid in researching information for developing new policies.
Internal Document Retrieval: Enable quick access to internal documents and resources for staff.
Local Activities Finder: Help citizens find local activities, events, or community groups.



Predictions/Forecasts

School Place Demand Forecasting: Predict future demand for school places to inform infrastructure planning.
Revenue Forecasting: Forecast council tax revenue based on demographic and economic changes.
Fly-Tipping Prediction: Predict areas likely to experience fly-tipping to allocate resources proactively.
Housing Needs Projection: Forecast future housing needs to guide development plans.
Property Maintenance Prediction: Predict maintenance needs for council-owned properties to schedule timely repairs.
Traffic Pattern Forecasting: Forecast traffic patterns to plan roadworks and reduce congestion.
Social Care Demand Prediction: Predict social care demand due to an aging population to allocate resources.
Service Demand Forecasting: Forecast the impact of policy changes on service demand to adjust offerings.
Environmental Hazard Prediction: Predict areas at risk of flooding or other hazards to inform emergency planning.
Budget Requirement Forecasting: Forecast budget requirements for upcoming financial years for fiscal planning.



Anomaly Detection

Fraudulent Claims Detection: Identify potentially fraudulent benefit or grant claims.
Financial Irregularities: Detect unusual patterns in council spending to prevent misuse of funds.
Council Tax Payment Anomalies: Spot anomalies in council tax payments indicating errors or evasion.
Service Request Spikes: Identify unusual spikes in service requests that may indicate systemic issues.
Illegal Dumping Detection: Detect patterns indicating illegal waste dumping activities.
Unpermitted Construction Work: Identify anomalies in building permits that suggest unpermitted work.
Cybersecurity Threat Detection: Monitor network traffic to detect potential cybersecurity threats.
Social Care Anomalies: Spot unusual patterns in social care data indicating potential abuse or neglect.
Resource Usage Irregularities: Detect anomalies in staff timesheets or resource usage to prevent fraud.
Environmental Data Anomalies: Identify unusual environmental readings indicating pollution incidents.
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