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SURVEY RESULTS



PRE-EVENT SURVEY RESULTS

Have you tried using a generative AI tool, perhaps ChatGPT, Copilot, 

Dall-e, or others?

Findings:

164 responses

3/4 have hands-on 

experience

Of which, half are 

using GenAI 
purposely for work or 

personal reasons



What are the top 

two opportunities

you see for 

generative AI

in the public 

sector?

Findings:

164 responses

~50% see GenAI 

as an opportunity to 
enhance customer 

service.

PRE-EVENT SURVEY RESULTS



PRE-EVENT SURVEY RESULTS

What two supports would help the appropriate use of generative AI in 

a public sector setting?

Findings:

164 responses

1/2 identified 

access to learning 

and guidance to be 

most helpful



ABOUT GENERATIVE AI (GenAI)



UNDERSTANDING

WHERE GENERATIVE

AI FITS IN



WHAT TYPES OF CONTENT CAN BE GENERATED?

Generative AI is like a creative wizard that uses math and magic to make all these things!

AUDIO
Call Centre or Help 

Desk support 
recordings

CODE
Writing scripts, 

converting code from 
one language to 
another

TEXT
Writing material, 

explaining complex 
topics, summarizing 
documents 

SPECIALIZED
Office documents, 3D 

visuals 

VIDEO
Promotional or training 

GRAPHIC
Image or diagram for 

concepts, presentations 
or marketing



FAST PATH TO WIDE IMPACT



PERSONAL USE  INTERNAL USE EXTERNAL USE

Examples:

• Summarize information

• Draft content

• Automate personal tasks

Examples:

• Corporate data analysis

• Internal chatbot for HR

• Code development / review

Examples:

• Client-facing chatbots

• Detecting fraud

• Evaluating submissions

LOWER RISK SPECTRUM

• Lower level of effort and tech capability

• Smaller risk impact

• Limited external visibility

• Outputs are generally reversable

• Reputational risk is largely individual

HIGHER RISK SPECTRUM

• High tech literacy / custom AI tools

• Larger risk impact

• Greater external visibility

• Outputs may not be reversable

• Reputational risk is largely corporate

Risk Considerations

INCREASING RISK LEVEL

PERSONAL USE:

Individual productivity

or personal development

INTERNAL USE:

Staff-focused or corporate

organizational functions

EXTERNAL USE:

Client-focused 

engagement or services

GENERATIVE AI SPECTRUM OF POSSIBILITIES



REMAIN RESPONSIBLE

We are accountable for user 

experience and outcomes

https://www.bbc.com/news/technology-68025677


DON’T BELIEVE EVERYTHING YOU SEE

AI: Most AI-generated images of housekeepers portrayed non-white people

REALITY: Most US housekeepers identified as white

AI: All AI-generated images of flight attendants portrayed women

REALITY: Only 65% of US flight attendants identified as women

This study highlights the need to question AI results:

• Some people believe AI biases represent the biases in reality
• This is true! … AND AI can also exacerbate bias!

 A flood of imbalanced AI generated products can impact the 

results you get using GenAI and further worsen real-life 
stereotypes, compounding unbiased decision making.

Authors: Bianchi et al (2023), Chart: Ananya (2024)



MARKHAM’S STORY
Leveraging AI in our Chatbot



Human Power

Getting the best of both 

worlds – upskilling, staffing 

demands and justifying costs

Keeping Up With 

Trends

What do people want? 

How are they expressing it? 

Finding the latest innovations

AI Expectations

The technology is relatively 

early. Results will vary. Can 

everything be like ChatGPT?

LEVERAGING AI CHALLENGES



MARKHAM’S JOURNEY & IBM PARTNERSHIP

2019 2020 2022 2023

IBM 

Watson

IBM 

PARTNERSHIP

Right tool at 

the right time

COVID-19

Reuse, iterate, 

expand

ELECTION

Pivots to address 

popular Contact 
Centre requests

CHATBOT 

2.0



COVID-19: THE BIRTH OF A CHATBOT

• Governments scrambled to get 

important information to 

residents

• Markham reached out to IBM to 

explore the use of a chatbot to 

disseminate COVID-19 

information

• Markham became first 

Canadian city to leverage IBM 

Watson Assistant for Citizens 

chatbot



RESULTS OF THE COVID-19 CHATBOT

External Value

Residents gained 24/7 

access to the latest 

pandemic information

Internal Value KPIs

Reduced burden on 

contact centre and 

social media teams

More than 42,000

messages processed

Built Relationships

Continue to work with 

tech. partners to push the 

envelope and innovate



SHOW US THE DATA



• Shifted the COVID-19 

Virtual Assistant to 

support the municipal 

election – making it 

easier to get reliable 

and accurate 

information

• Connected the chatbot 

to Amazon’s Alexa

2022 MUNICIPAL ELECTION EXPANSION



• Ability to control and curate information

• Further AI development and implementation with 

Watson Virtual Assistant and Amazon Alexa 

Smartspeaker pilot for 2022 municipal election 

and subsequent editions

• Takes a team with diverse skills to generate 

success

• Give yourself time to test things before launch

• Fail fast and adapt

LESSONS LEARNED FROM ELECTION EXPANSION



• Launched the revamped 

Virtual Assistant to offer 

residents answers to 

inquiries on 100+ topics

• Deflection rate of roughly 

50%

CHATBOT 2.0



RESULTS FROM CHATBOT 2.0



Residents often see interacting with government as cold and impersonal. Desire to improve 

relationship between resident, customer and their local government.

• Integration of Chatbot with Azure Open.AI

• Crawl Markham.ca Website and make data available to Azure Open.AI

• Flow: Chatbot calls IBM Watson Assistant > Watson Looks for intent > looks at Crawled data > 

looks to Azure Open.AI

IN PROGRESS - VERSION 3.0 CHATGPT



• Start Simple: Identify and prioritize impactful generative AI use cases

• Focus on demonstrating business potential, not on technical feasibility

• Involve business partners and IT team members as key contributors

• Generative AI allows for faster development cycles than traditional AI 

projects:

o Requires a lean cycle of innovation

o Short experiments to test how the technology to mitigate risks

• Success in generative AI pilots requires:

o Rapid testing

o Refinement

o Eliminating use cases that do not have business value

• Understand where your data is going and how it will be used

SUMMARY



YORK REGION’S STORY
The quest to empower staff  with Copilot for Edge



THE YORK REGION JOURNEY

2023 2024 2025

ChatGPT Buzz

ChatGPT Yellow Light

OpenAI API Experimentation

Learning & Sharing

Copilot for Edge 

Support Roll-Out

GenAI Evolution and 

Beyond Supports

SMT Education

& Direction

MAY

Interim Guide

JULY

Staff

Communication 1

AUGUST

Staff

Communication 2

NOVEMBER

AI Enablement 

Working Group

JANUARY
Launch of 

Supports

MAY



SUPPORTING THE USE OF COPILOT IS NEW WORK

OPPORTUNITY

Enhancing personal productivity

Licensed Copilot chatbot available

Supports Roll-Out

ENABLEMENT

AI Enablement Working Group

Education, Guidance and Governance

REALIZED

All staff have access to Copilot for 

Edge - plus supports

Using it Safely and Smartly!



ENSURING A THOUGHTFUL ROLL-OUT OF SUPPORTS

POLICIES IT
STAFF

RESOURCES
LEARNING SUPPORTS BEYOND

• Code of 

Conduct

• Information 

Management 

Policy

• Acceptable 

Use and 

Management 

of Technology 

Policy

• Enterprise 

Architecture 

Standards

• AI Glossary

• GenAI Cheat 

Sheets

• Guidance, 

Governance 

and Best 

Practices 

Documents

• AI 

Fundamentals

• Generative AI 

101

• Using Copilot 

for Edge: Be 

Smart, Be Safe

• AI 

Enablement 

Working 

Group

• GenAI 

Community 

of Practice

• Central 

Registry of 

AI project 

work

• MS 0365 

Copilot 

Sandbox

AI ENABLEMENT WORKING GROUP



GENAI USE INSPIRATION: USE CASES

TEXT

Simplifying, summarizing, 

distilling, steps

IMAGE

Diagram or picture 

generation

CODE

Script generation, 

documentation, error 
handling or modification

AUDIO / VIDEO

Transcribing



TEXT: SIMPLFYING COMPLEX DOCUMENTS / IDEAS
U

SE
 C

A
SE

 1
-A

Prompt: Re-write this five-page document to a grade 6 comprehension level Time Savings (est.): 1.5 hours



TEXT: SUMMARIZING MEETING NOTES
U

se
 C

as
e 

2
U

SE
 C

A
SE

 1
-B

Prompt: Summarize the meeting notes for key takeaways Time Savings (est.): 30 minutes



TEXT: DISTILLING WEB CONTENT
U

se
 C

as
e 

3
U

SE
 C

A
SE

 1
-C

Prompt: Provide a detailed analysis of the current webpage Time Savings (est.): 20 minutes



TEXT: ADVICE OR STEP SUGGESTIONS
U

se
 C

as
e 

4
U

SE
 C

A
SE

 1
- 

D

Prompt: Assume the role of a contract negotiator – how would you negotiate X... Time Savings (est.): 60 minutes



CODE: GENERATE A SCRIPT
U

se
 C

as
e 

4
U

SE
 C

A
SE

 2
-A

Prompt: Generate a script in python that does... Time Savings (est.): 30 minutes



CODE: DOCUMENTATION
U

se
 C

as
e 

4
U

SE
 C

A
SE

 2
-B

Prompt: Generate documentation for the code below, including instructions Time Savings (est.): 60 minutes



CODE: ERROR HANDLING / TROUBLESHOOTING
U

se
 C

as
e 

6
U

SE
 C

A
SE

 2
- 

C

Prompt: Add error handling to this piece of code Time Savings (est.): 20 minutes



IMAGE: DIAGRAM
U

se
 C

as
e 

7
U

SE
 C

A
SE

 3
 -

 A

Prompt: Based on the text on this webpage, create a process flow diagram Time Savings (est.): 40 minutes



IMAGE: PICTURE
U

se
 C

as
e 

7
U

SE
 C

A
SE

 3
 -

 B

Prompt: Create an image of a falcon being untethered and learning to fly Time Savings (est.): 3 hours

Credit to Midjourney users for generating this

Prompt: Eggplant



AUDIO / VIDEO: TRANSCRIBING
U

se
 C

as
e 

8
U

SE
 C

A
SE

 4

Prompt: Based on this three-minute video, write me the transcript Time Savings (est.): 20 minutes



THANK YOU
Questions?

Duncan Rowe: Duncan.Rowe@york.ca

Sumon Acharjee: sacharjee@markham.ca

Andrée Gates: Andree.Gates@york.ca

mailto:Duncan.Rowe@york.ca
mailto:sacharjee@markham.ca
mailto:Andree.Gates@york.ca


FACILITATED ACTIVITY



FACILITATED DISCUSSION

46

Where do you think the most significant 

opportunities are to advance the use of GenAI in 

our organizations?

How might we work together to advance the use 

of GenAI in our organizations? What actions can 

we collectively take?
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