What the Public Service is currently doing
AI use is expanding across the public service. While it has largely been used for internal productivity and decision support, some agencies are now expanding its use to customer-facing services.
Let's explore some examples of how AI is being used within the New Zealand Public Service and think about the value that AI might be able to add.

Current examples of AI use
In section one, we explored some of the benefits that AI can create. In the examples below, we will look at 3 agencies within the New Zealand Public Service that are using AI to streamline everyday work, support better decision making, and improve their public-facing services.
Read below to see current examples of AI use in New Zealand Public Service.
You can read about these AI use cases in more detail at the end of this module.
Streamlining everyday work
NZQA is using supervised machine learning to support better and faster assessments in NCEA Literacy Writing. 
AI assists by scoring short‑form student responses against established criteria, providing consistent analysis at scale while keeping humans central to final judgement. 
Large‑scale trials showed agreement rates between AI and human marking comparable to experienced human markers, and a significant reduction in the time taken to release results. 
This use of AI improves decision timeliness and consistency, while safeguarding quality through human oversight and double‑marking processes.
Supporting better decision-making
Inland Revenue piloted an AI tool in its contact centre that generates draft summaries of customer calls for human agent review. 
The summaries are checked by a contact centre agent before being copied to the customer record, and the AI-generated summary is not retained. Inland Revenue reported a 17% reduction in after-call work time in the initial pilot, with no degradation in note quality. 
Based on pilot findings, it expects a reduction of 1.47 minutes per call, equivalent to 32,000 to 34,000 hours annually within the contact centre.
Improving public-facing services
Health New Zealand is streamlining everyday clinical work through the national deployment of the Heidi AI Scribe in emergency departments. 
The tool uses generative AI to automatically draft clinical notes, referral letters, and follow‑up summaries from clinician–patient conversations, significantly reducing the time clinicians spend on documentation. 
Clinicians review and approve all content, ensuring accountability is retained. This has reduced documentation time by over 60%, cut after‑hours administrative work, and enabled clinicians to see more patients per shift, directly easing pressure in high‑demand emergency settings.

Considering the value of AI
AI can improve a task or streamline a process, but that does not necessarily mean it is creating significant benefit. The greatest impact tends to come when AI contributes to outcomes that are meaningful for an agency and the communities it serves.
Whether you are using AI tools in your day-to-day work, developing an AI use case, or reviewing a proposal from another team, it helps to consider the kind of value the AI aims to create, and for whom.
Value may take many forms: timeliness and consistency, better use of staff time, easier access to services, or improved customer experience. There is no single definition. What matters is clarity about what success looks like in your particular context.
Four questions can help focus early thinking:
1. What issue is this intended to address?
2. Who may benefit, and in what way?
3. What would success look like?
4. How might we know if it is working?

Some agencies begin with small-scale pilots or proofs of concept to explore whether a proposed AI use delivers value in practice. These early stages can support learning, adaptation, and informed decision-making.

Impact areas to consider
The table below outlines dimensions commonly used to consider the potential impacts of AI in public sector settings. Not every area will be relevant to every context.
	Impact Area
	What to Look For
	Possible Ways to Assess Impact

	Operational Efficiency
	Reduced time on tasks, fewer manual steps, fewer errors
	Compare time or effort before and after. Conduct simple workflow reviews.

	Financial Impact
	Reduced operating costs, avoided costs, improved use of resources
	Consider resource use over time. Compare budgets or projected savings, if available.

	Service Quality
	More consistent delivery, quicker responses, fewer complaints
	Track resolution times, service levels, or feedback on quality of service.

	Employee Experience
	Reduced repetitive work, more time for meaningful tasks
	Use staff feedback or observation to explore changes in work experience.

	Public Experience
	Easier access to services, faster resolution, improved satisfaction
	Use public feedback or digital analytics, where appropriate.

	Adoption and Usage
	Engagement with AI tools by staff or the public
	Monitor uptake, usage levels, or interest in further use.

	Trust and Ethics
	Transparency, consistency, cultural alignment, and public confidence
	Consider whether decisions are explainable. Record oversight activity and public feedback.

	Economic Growth Enablement
	Improved regulatory efficiency or service processes that support business and innovation
	Track time or cost savings for businesses interacting with the public sector, service turnaround times, or business satisfaction with public services



Imagine this...
An agency is trialling an AI-powered assistant on one page of its website to help people access information about specific public services. If a team were involved with this project, what would they measure to understand its value and impact?
Read below for some ideas to consider.
	Operational Efficiency
	Service Quality

	Public Experience

	Trust and Ethics


	Why it matters: The assistant could ease staff pressure by handling queries that do not need a human response. 
How to measure: Track changes in inbound emails and calls.
	Why it matters: Incorrect or misleading information can cause confusion or harm.
How to measure: Test for errors, and track complaints.

	Why it matters: If it does not work for users, it fails.
How to measure: User feedback surveys, and chatbot usage.

	Why it matters: Trust underpins public confidence and safe AI use.
How to measure: Test for bias in assistant responses, and collect public feedback.




Case study deep dives
Here is more information about the 3 government case studies presented above.
Heidi AI Scribe - Health New Zealand | Te Whatu Ora
Overview
Health’s Heidi AI Scribe is a highly sophisticated AI scribe being rolled out to under-pressure emergency departments (EDs) across New Zealand.
The AI scribe securely records a consultation and automatically creates draft clinical notes, referral letters and follow-up summaries. The doctor reviews and confirms these notes, saving time while making sure important information is accurately captured.
In the successful pilot in Hawke’s Bay and Whanganui, doctors could, on average, see one additional patient per shift.
The AI scribe will be available to 1000 doctors and frontline staff working in emergency departments across the country. Heidi Health founder Dr Thomas Kelly described the initiative as possibly one of the most advanced rollouts of this nature in the world.
Heidi AI Scribe
The Heidi AI Scribe for Emergency Departments is an ambient, generative‑AI clinical documentation tool deployed nationally through the HealthX innovation programme. The solution listens to clinician–patient interactions (with appropriate consent), transcribes conversations in real time, and automatically generates structured clinical notes aligned to Health New Zealand documentation standards and clinical terminology.
The AI scribe is suitable for high‑pressure ED environments, where clinicians face significant administrative burden alongside acute clinical decision‑making. The tool supports clinicians by producing high‑quality draft notes that can be reviewed, edited, and approved by the clinician before being committed to the clinical record. Clinical accountability and decision‑making remain fully with the clinician at all times.
The solution has undergone privacy impact assessment, cybersecurity review, and contractual assurance to ensure compliance with New Zealand health information requirements. It has been deployed using a clinician‑led, evidence‑based rollout model. The AI scribe initiative directly supports national health system priorities, including reducing administrative burden, improving clinician wellbeing, and enabling more time for direct patient care in emergency departments.
National scale and system impact
1,250 licences have been allocated to enable national deployment. The solution has been rolled out across all EDs nationwide, covering 39 sites and marking it one of the world’s first fully national public‑health deployments of an ambient AI scribe in Emergency Departments. This represents a significant milestone in responsible AI adoption at scale within Health New Zealand.
Benefits and impact
Reduced administrative burden and time savings
Pilot and early rollout data demonstrated a substantial reduction in documentation time per patient, with average note‑taking time reduced from approximately 17 minutes to just over 4 minutes per patient in Emergency Department settings. This equates to a reduction of over 60% in documentation effort during patient assessments.
Improved clinician productivity and workflow efficiency
Clinicians reported the ability to see additional patients per shift, driven by faster documentation and reduced after‑hours administrative work. Documentation completed outside rostered hours decreased by up to 81%, supporting better roster alignment and reducing unpaid overtime.
Enhanced clinician wellbeing and experience
Frontline feedback consistently highlighted reduced cognitive load, improved focus on patient interactions, and less end‑of‑shift fatigue. Clinician satisfaction scores reported during pilots and early national rollout exceeded target thresholds, with many clinicians describing the tool as transformational for Emergency Department practice.
Service improvement and patient care benefits
By freeing clinicians from manual note‑taking, the AI scribe enables more direct patient engagement. The initiative supports the health target for shorter stays in emergency departments, contributing to improved patient flow and throughput in high‑demand ED environments.
AI Auto Text Scoring - New Zealand Qualifications Authority
Overview
Supervised machine learning is helping to mark NCEA Literacy Writing assessments. In exam conditions students produce short essays, and the AI scores these using criteria aligned to the Literacy Writing standard. Assessment runs twice per annum. As the nationwide compulsory assessments must be achieved for students to progress and gain NCEA qualifications, re-assessment can be required.  Human judgement remains central throughout NCEA processes.
 
NZQA adopted a cautious, evidence-led approach introducing AI-supervised machine learning to support the marking of NCEA Literacy Writing assessments. NZQA undertook discovery work in 2021-2024, with a small-scale trial in 2024. In a large-scale trial that followed of 36,000 student responses, a comparison between AI and human marking demonstrated an agreement rate of ~80%. This is comparable to agreement rates between experienced human markers.
The trials met NZQA’s expectations for quality, reliability, cost, and delivery. A core principle of the approach is that humans remain at the centre. Approximately one third of student responses are double-marked by experienced human markers following AI marking to ensure quality.
Benefits and impact
In 2025, 100,000 students benefited from AI use in these NCEA compulsory assessments.
NZQA reduced the time taken to release results by four and a half weeks in May 2025, and 3 and a half weeks in September 2025. Further reductions are expected as processes and technology continue to mature. This gives more time for schools, students and families to understand results and respond (for example, prepare for reassessment where needed).
NZQA is applying lessons learned to explore AI for wider assessments and task types, longer‑form responses, and greater complexity. These assessments require more advanced AI e.g. large language models and hybrid marking methods.
Historically, NZQA took up to ten weeks to release results, constraining the time available for schools to respond and to prepare students for reassessment. Reducing this turnaround time is a strategic priority for NZQA and is part of a commitment to schools, teachers and Minister.
Contact Centre Conversation Summarisation - Inland Revenue
Overview
Genesys Cloud AI generates a summary of the key points from customer interaction which, once checked for completeness and correctness, can be copied to the customer record. The Genesys AI generated summary is not retained. The summary created by this tool requires review by a contact centre agent before being applied to the customer record.
Benefits and impacts
An initial pilot demonstrated an average 17% decrease in after-call work time, no degradation in the quality of notes, and positive sentiment from Inland Revenue’s staff who trialled this feature.
The feature performed particularly well with general voice calls where time efficiencies were seen. Based on pilot findings, Inland Revenue are expecting a reduction in after-call work time for staff of 1.47 minutes per call, equating to 32,000 to 34,000 hours annually within the Contact Centre. This is enabling Inland Revenue to either divert resource to other channels, or to accept additional phone calls.

