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“Curse of the ChatBot.... how Weak AI is 

destroying customer service” 
Clive Humby OBE



3 thoughts for consideration

1. What’s the national data telling us? 
2. What are the drivers for digital transformation?
3. What should we be measuring?



Clive Humby

• “these systems became 
substitutes for real people 
who understood their 
products. They were 
replaced by management 
accountants with 
automated systems to 
"save" costs, at the expense 
of superior service for the 
customer…..”



Financial Times

• Can I just speak to a real person?

• “The collapse of UK customer 
service highlights critical 
lessons, particularly around 
the deployment of 
technology…”











Housing Ombudsman – from 2024 Business 
Plan – for the 9 months til Dec 23 it reports…
• “another record year in complaints, including: 

• a 91% increase in cases coming to us in the first 9 months of 2023-24 (compared to 
the same period last year) – and estimate a further 80% this year 2024-25.

• a maladministration rate of 72% (it was 59% in 2022-23) by Q3.

• compensation of £3.7m (compared to £1.1m for the whole of 2022-23) by Q3.

• more than 14,000 remedies following our investigations (compared to 6,500 in the 
prior year) by Q3”.



Cost of complaints – Adults and Childrens 
services - LGSCO

• The Ombudsmen are 
strengthening their scrutiny

• Big fines and payouts 
coming

• More transparency and 
scrutiny



So - Where are we?

• Things are hard
• They’re going to get harder
• No one’s going to wave a magic wand to help

• Oflog?
• Productivity plans?
• Will this change under a new government? Probably not…



2 - What are the drivers for digital 
transformation?

Cost centric? Citizen centric?



So what’s it going to be?

• Cost centric transformation – this way lies increased costs

OR

• Citizen centric transformation – this way lies decreased 
costs – good services are cheaper to deliver than bad ones

OR – is there a 3rd way?



Why will ‘cost centric’ transformation 
increase costs?
• Channel shift 
• Failure demand
• Rework
• Increased complaints
• Stress – agency fees



3 - What can we measure to inform citizen 
centred transformation?
• The broader citizen experience (CitX) data set includes

• Voice of the Citizen
• Voice of the Employee / Process / System
• Behaviour data
• Demand data
• Costs



A generic citizen journey experience model

£



Using citizen experience data to design

• Specific feedback can be used to inform design, redesign

• Voice of the Citizen
• Voice of the Employee / Process / 

System
• Behaviour data
• Demand data



Using citizen experience data to listen and 
improve – embedding CSAT in other applications

• Continuous experience data – 24x7x52



Using citizen experience data in the mix – 
CSAT, Accessibility, Reading Age, Demand



Q&A
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