AI in the Public Service
[image: ]Kia ora, I'm Daniel.
I work in the engagement team in our agency as a senior advisor. I've been in the job for a while and it's interesting to witness how AI use is growing in my team and also across our agency. So far, I've found it great for documents and summarising but I'm keen to understand the future of AI in the public sector.
I'm also keen to get a sense of how AI is being used already in other agencies, so that we can learn from each other's ideas.
Let's go!


Learning Outcomes and Navigation
This learning series is designed to build your confidence using AI in your everyday work as a public servant. This series is made up of short, focused learning you can complete in just a few minutes.
AI in the Public Service  You are here
What the Public Service is doing
Bringing it all together: your next steps
You'll explore:
1. How agencies are developing policy and governance to keep you safe using AI.
2. Specific examples of how public sector organisations are using AI to support their delivery.
3. The kind of value that AI aims to create, and for whom.


[image: ]“We've talked a bit about the public service settings for AI, but what about our individual agencies.  How do they know what to do and how do they establish AI governance.  The AI Framework provides the 5 key principles and AI governance is how we apply those principles in our agencies.
Let's consider some of the tools and advice available to public service agencies to help them tackle AI and what this means for us as users of AI tools.  We'll start with governance.”

AI Governance
AI governance is how we apply the 5 key principles within an agency. AI Governance has multiple building blocks:
1. AI Policy & Principles
2. People & Skills
3. Organisational Structure
4. Monitoring, Reporting & Evaluation
5. Procedures & Controls

Your agency may have its own AI governance in place or be in the process of establishing this.  It is important that you are familiar with your agency’s AI governance policies, processes and structures.
These governance building blocks matter for everyone, whether you use AI tools daily or are responsible for evaluating and deploying AI across your agency. As AI tools gain agentic capabilities governance becomes more important, not less.

How do AI governance building blocks keep us safe?
Let's think about AI as a vehicle.  Below are some of the ways that AI governance keeps our AI vehicle safe as we are using it.
AI Policy and Principles
An AI Policy steered by identified principles and risk appetite is used to define the ethical objectives guiding the development, deployment and procurement of AI systems.
Clear driving instructions help the driver understand how to operate the vehicle.
People, skills and technology
People with the right skills need to be allocated and/or trained to safely execute against AI ambition – powered with a responsible technical architecture on which to make this happen.
The driver needs to have the right skills and experience before getting behind the wheel.
Organisational structure
The operating model for AI needs to be clearly defined – including deciding who makes what decision, and who is involved where in the AI lifecycle.
It is helpful to decide before turning on the engine who will drive, who will navigate, and who can make the call to stop the car.
Monitoring, reporting and evaluation
A thorough monitoring system is needed to evaluate the health, performance and compliance of AI systems, and review AI governance effectiveness ongoing.
As AI tools gain agentic capabilities, traditional periodic audits may not be sufficient. Agencies may need more continuous monitoring of agent behaviour, including tracking decision patterns and flagging anomalies in real time.
It is important to keep checking the speedometer and keep an eye out for the check engine light.
Procedures and control
An AI Risk Management Framework is used to map, measure and manage risks throughout the AI lifecycle – e.g., initial impact assessment, ongoing risk and controls assessment. For agentic AI, this extends to agent lifecycle management: tracking which agents are deployed, what access they have, reviewing them regularly, and decommissioning agents when they are no longer needed.
It is important to evaluate risks at the right part of the trip – check tire pressure before departing, keep an eye on traffic throughout.

More information about our obligations and guidelines
More information about the obligations and guidelines that we should keep in mind are on the digital.govt.nz website.

Your agency's AI Policy
The Government Digital Delivery Agency (GDDA) has published a Use of AI policy template as part of its AI Toolkit on the digital.govt.nz website. The template is designed as a starting point for agencies developing their own AI policies. Your agency may already have a policy. The details will vary across agencies, because each operates in a different context with a different risk profile.
The template addresses a number of areas. Your agency’s policy may cover these differently or include additional requirements specific to your context.
1. Approved tools. The template states agencies must only use approved enterprise AI tools. New use cases must be risk assessed in line with the agency’s own AI adoption principles.
2. Personal information. Customer personal information collected by an agency must not be entered into enterprise AI tools unless specific controls are in place to protect that information.
3. Review of AI output. Any output of enterprise AI must be reviewed and approved by staff with appropriate authority and capability at every stage. AI tools are intended to support and enhance staff work, not replace human contributions.
4. Labelling. Where enterprise AI has been used materially, products must be labelled as having had AI input. This supports transparency for everyone who relies on that material.
5. Official information. Outputs of AI generated in the course of an agency’s work are official information and need to be managed under the agency’s information management policy.
6. Decision-making. Enterprise AI tools should not play a significant role in decisions that might negatively affect an individual, including responding to requests or complaints, evaluating applications for services or documents, or any other situation where judgement is used. The template is clear that final decision-making processes must have a human in the loop.

Check your own agency’s policy for the specifics that apply to you.
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