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Agenda

Citizen expectations and experience

Digital assistants

Data driven decisions

What’s next



City of the Future



Citizen Expectations



How to develop solutions that work

Citizen and user experience are vital

Technology is secondary

People, process and then technology



Citizen Experience

Early results

Chatbots & voice assistants

Kelowna ID

One account to remember

Log in using your BC Services Card

Shelter dashboard



Chatbots Direct Messages

Digital Experience

Service 

Request



Digital Assistants



Development Services

Complex bylaws made 
easy

 Instant feedback on 
development 
questions



Landfill Chatbot
Chatbot welcome Collection schedule What goes where?



Voice Assistant

Winter Maintenance voice assistant (Dec. 7-31, 2022)

Revenue voice assistant (Sep. 21-Dec. 31, 2022)

Percentage of calls diverted 
from staff

Percentage of calls diverted 
from staff

76%

18%



The Power of Data

Data Strategy and Governance

Model City and Model City Infrastructure

Data and Climate Resiliency









Several exciting enhancements scheduled for 2023
• New data model for aggregated reporting and visualizations

• Dashboard for OCP 2040 indicators

• Environmental Module

• 2021 StatsCan Census Data

• City Chatbot

Model
City





Automation and its potential

Foundation for Quality of AI

Streamlined Processes

Data Validation

Results
Increased collaboration
Less duplication of effort
Less staff time devoted to repetitive tasks
Faster and more consistent results
Highly engaged staff



Planning for the Future

Where are we going?

Process improvement and automation

Innovative solutions

A.I. is now here

Strategy and prioritization is vital



Questions/Comments


