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THE SHIFT

AI has moved from experiment to everyday work

The opportunity is not only productivity. It is giving leaders a new way to rethink service design, risk 
and resident experience.

85
staff joined a 3-month
Copilot trial

832
hours reported saved
by survey respondents

£15.9k
net saving estimated
after licence costs

>91%
would recommend
wider expansion

Source: attached Copilot trial material; trial figures are self-reported and indicative.
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SHARED LANGUAGE

Defining Artificial Intelligence
AI is the broad field; machine learning and deep learning are approaches within it.

01 Simulation of human intelligence
Artificial Intelligence simulates human intelligence in machines, 
allowing them to think and learn like humans.

02 Artificial Intelligence (AI)
AI is the theory and development of computer systems able to 
perform tasks normally requiring human intelligence.

03 Machine Learning (ML)
Subset of AI that can predict outcomes, based on similarity to 
training data, without explicit programming.

04 Deep Learning (DL)
Subset of Machine Learning that uses complex layered neural 
networks to analyse large volumes of unstructured data to 
automatically make predictions and decisions.
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HOW IT WORKS

Large Language Models
Advanced AI systems trained on huge amounts of text to predict and generate 
language — the engine behind many chat and Copilot experiences.

Common tasks What the model helps produce

Answer questions
You ask: “Why is the sky blue?” — It explains it simply.Answer

Write stuff
You say: “Write a funny story about a dog and a robot.” — It writes one for you.Write

Translate languages
You say: “Translate ‘Hello’ to French.” — It says “Bonjour.”Translate

Summarize long text
You give it a long article — It gives you the short version.Summarize

Help with emails
You say: “Write a polite email to my boss.” — It writes one that sounds professional.Help

Fix grammar
You write something messy — It cleans it up and makes it clear.Fix

Help with coding
You say: “Make a simple website.” — It gives you the code.Help
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CORE CAPABILITY

Generative AI
AI that creates new text, images, audio, video or code from patterns it has 
learned — useful for first drafts, but not a source of truth.

Write things
Like emails, stories, or reports.
Example: You say “Write a 
birthday message,” and it writes 
one for you.

Draw pictures
It can create images from 
words.
Example: You say “Draw a cat 
flying a spaceship,” and it 
makes that picture.

Make music or sounds
It can compose tunes or mimic 
voices.
Example: You say “Make a 
happy song,” and it creates 
one.

Talk like a person
It can chat with you and answer 
questions.
Example: You ask “What’s the 
weather like?” and it replies like 
a helpful assistant.
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KEY CONCEPT

Agentic AI
Agentic AI refers to artificial intelligence systems that are capable of independently making 
decisions and taking actions to achieve specific goals, often with minimal human intervention.

Acts on its own
Doesn’t need someone to tell it 
what to do all the time.
Example: A robot vacuum that 
decides where to clean next.

Has goals
It tries to get things done, like 
finishing a task or solving a 
problem.
Example: An AI assistant that 
books your travel based on your 
preferences.

Thinks about what’s 
happening
Understands the situation and 
adjusts its actions.
Example: A self-driving car 
reacting to traffic and road 
conditions.

Makes plans
Figures out steps to reach its 
goal, like a to-do list.
Example: AI in logistics 
planning delivery routes to save 
time and fuel.

Takes initiative
Starts doing things without 
being asked.
Example: An AI that notices 
your calendar is full and 
reschedules meetings.

Needs careful control
Because it’s powerful, we need 
to make sure it behaves safely.
Example: AI used in healthcare 
must follow strict rules to avoid 
mistakes.
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WHAT IT DOES

Copilot works best when it sits in the flow of 
work
Think of it as a drafting, summarising and thinking partner inside Microsoft 
365 — not as an autopilot.

OUTLOOK

Summarise long 
threads, draft 
replies, tune tone 
and find follow-ups.

TEAMS

Create meeting 
notes, decisions, 
actions and agenda 
drafts.

WORD

Turn rough notes 
into structured 
briefings, letters or 
reports.

EXCEL

Suggest formulas, 
spot anomalies and 
explain patterns in 
plain English.

POWERPOINT

Create a first 
narrative and visual 
structure from 
source material.

COPILOT APP

Research internal 
content, compare 
documents and ask 
cross-file questions. The more context and source 

material you give it, the better the 
first draft.
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DEVELOP YOURSELF

Copilot Academy in Teams

A simple way to build confidence with Copilot: learn in Teams, practise on real work, then share what helps.

Why this matters

Developing yourselves makes 
Copilot safer and more useful. The 
value is not just knowing where the 
button is, it is building judgement 
about when, how and why to use AI.

Personal development → better 
prompts → safer outputs → stronger 
service ideas

Copilot Academy

Note: access and naming can depend on your organisation’s Microsoft 365 / Viva Learning configuration.
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USE IT WELL

Copilot is powerful, but it still needs judgement

The trial surfaced strong benefits and clear limits. The safest message is simple: Copilot is not 
autopilot.

Where it helped most

– Drafting and revising emails, letters and reports.
– Meeting minutes, agendas, actions and summaries.
– Processing large volumes of guidance or committee 
material.
– Helping staff with different working styles access first 
drafts.

Where it needed care

– Summaries can miss nuance or be wrong.
– Generated documents often need significant revision.
– Excel results depend on clean structure and good 
prompts.
– Users must know enough to spot errors.



“A framework for safe, ethical and lawful AI use — enabling innovation while protecting residents, data and public trust.”
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AI Policy 

An AI policy is permission to use AI safely
Clear rules help staff move faster because they know the boundaries, the 
checks and when to ask for support.  

Approved tools
Which AI services are allowed, 
and what they may be used for.

Data rules
What can/cannot be entered, 
especially personal, tenant or 
sensitive data.

Human accountability
Staff own decisions, advice, 
reports and resident 
communications.

Verification
Outputs need checking against 
trusted sources before use.

Transparency
When and how to disclose AI 
assistance where appropriate.

Records
How prompts, sources and 
decisions are captured for 
auditability.
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PRACTICAL ADOPTION

Five housing use cases that are ready now

Pick low-risk, high-friction work where a first draft or synthesis saves time but a human still owns the 
outcome.
WORK AREA USE COPILOT TO… HUMAN CHECK

Complaints Summarise case history, extract issues and draft a calm 
plain-English response.

Verify facts, policy references and empathy.

Repairs Review notes, identify missing information and prepare 
resident updates.

Confirm repair status and commitments.

Governance Turn committee papers into briefings, actions and risk 
questions.

Check legal, financial and political nuance.

Customer comms Rewrite letters for tone, accessibility and different 
channels.

Maintain approved wording and records.

Knowledge Ask questions across policies, procedures and SharePoint 
content.

Use trusted source documents only.

Rule of thumb: It’s called Co-Pilot not Auto Pilot 
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LOCAL APPLICATION

Ashford Use Cases

Co-Pilot Agents — Customer Services / Smart Hub / Port Health

Port Health AI project — Document checks — 40% up to 98% checks

Website Chatbot

Website AI Search

Planning Extract Tool

Planning Augmented Decision Making

Rota Scheduling 
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RESIDENT EXPECTATIONS

Customers are using AI too

AI changes both sides of the service relationship: correspondence may be longer, more formal and 
more legally framed.

01 More polished cases
Complaints and emails may arrive better structured, 
more detailed and more assertive.

02 Quoting law and standards
Residents can ask AI to reference legislation, tenancy 
terms or Ombudsman guidance.

03 Volume and complexity
It may become easier to escalate or create “evidence 
packs” quickly.

04 Hallucinated confidence
AI can invent or misapply references, so teams need 
calm verification routines.

Context sources: Inside Housing, 2026; Financial Ombudsman Service, 2026; public-sector AI complaints commentary.
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NEW POSSIBILITIES

Things that felt unrealistic two years ago are now practical

Reimagine the workflow first, then apply AI where it removes friction or improves decision quality.

Knowledge agents

Ask approved local policy 
documents questions and get 
grounded answers.

Smart reports

Draft reports and briefings in the 
right structure, tone and source 
material.

Evidence packs

Summarise case history, 
documents and open questions 
before review.

Inclusive comms

Create plain-English, multilingual 
or alternative-format first drafts.

Opportunity: better resident experience and more capacity for 
professional judgement.
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LEADING THROUGH CHANGE

You are in a strong position to shape 
what comes next

As Future leaders you can influence how council services are designed,
delivered and improved and AI gives us new ways to make that change
practical.

LGR

Local Government Reorganisation is a 
real opportunity to look at which services 
should be simpler, more joined up and 
more resident centred?

AI can help us test, learn and scale better 
ways of working.
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