How Agentic AI could shape our work

Agentic AI in the Public Service
Agentic AI is still at an early stage. Broader implementations across government are further out, and their effectiveness in public service settings is not yet established. However, several governments are beginning to explore where agentic capabilities might add value. The examples below show some of the kinds of applications being considered. 

Streamlining Operations
AI agents could help manage routine, high-volume processes by checking submissions, reconciling data across systems, and assigning tasks based on workload and priority, escalating only genuinely complex cases for human review. 
Example
Imagine an AI agent that receives supplier invoices, matches them against purchase orders and delivery records, and flags mismatches.
Where everything lines up, it flags it is ready for approval. Where something doesn't match, it sends the case to a person with a short summary of what's wrong. Every action is logged for audit.

Smarter analysis and security
AI agents could potentially monitor data to detect anomalies, model the effects of policy changes, or scan for cybersecurity threats in real time. 
Example
In future, an AI agent could potentially continuously scan network traffic across public sector systems, flagging unusual activity as it happens.
If it detects a potential threat, it isolates the affected area and alerts the security team with a summary of what triggered the flag. The team investigates. The agent watches for the next one.








More responsive service delivery
AI agents could guide people through complex government processes and proactively notify them when they need to act. They could also adapt communication styles to reduce barriers to access, including providing support in multiple languages.
Example
In future, an AI agent could potentially walk someone through a multi-step application process, checking what they may be eligible for before they fill anything in.
If something is missing, it tells them what and why. If they get stuck, it may offer the next step in plain language or in their preferred language. No one has to start over because they missed a requirement in one of the sections.

Working Alongside AI Agents 
If AI tools gain agentic capabilities, how some of us work may change over time. People would remain central, but the tasks and tools could shift.
A helpful way to think about this is as four stages. We have also included what your role would be in each of these stages.,
1. Augmentation: AI acts as a smart tool that helps you directly (e.g., summarising a long document)
Your role: You’re in full control, using AI to enhance your own work. 

2. Integration: AI handles one step of a process automatically, then passes work to you for the next step. 
Your role: You manage the overall process and review AI outputs at defined points. 

3. Collaboration: An AI agent and a person work on a problem together. The agent takes initiative on some tasks. 
Your role: You provide strategy, judgement, and direction while the agent handles execution. 

4. Supervision: An AI agent completes entire workflows on its own within pre-defined, low-risk boundaries. 
Your role: You supervise, manage exceptions, and refine the agent’s performance over time. 

What stays uniquely human?
Even as AI agents take on more operational tasks, certain things will always remain fundamentally human. 
· Complex judgement: handling sensitive situations, navigating unusual circumstances, applying discretion where there’s no single right answer. 
· Empathy and trust: building genuine relationships and managing emotionally charged situations with the people we serve. 
· Strategic direction:  deciding what we should be doing, and ensuring our work aligns with public service values. 
· Creative problem-solving: thinking innovatively in new situations where there’s no historical data for AI to draw on. 
· Ethical reasoning and oversight: making moral judgements that go beyond rule enforcement and maintaining final decision-making authority over high-impact outcomes. 

You have now finished Section One of the AI Development Series.  Take a few minutes to reflect on what you have learnt and ask yourself the questions below.
Progress Check-In
5. What do I understand confidently now?
6. What do I want to revisit or practice more?


