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Digital Transformation
at the City
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What is Digital Transformation?

Rethinking how an organization operates and
transforms its culture, processes, and strategies to
thrive in the digital age.
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What it is NOT

Implementing technology for technology’s sake
Digitizing current processes and methods
IT Modernization or systems upgrades

Ad Hoc or one-time projects and initiatives



Why Digital Transformation?

Digital

* Making it easier to do
business with the City
and within the City

Using data to make
decisions

* The potential to be
more efficient




Digital Transformation Journey

By establishing a strong foundation, the City has

successfully executed multiple strategic initiatives. . Improved data governance

* Redefined Data as an Asset
* Focused on building capabilities @

 Defined strategic direction
CITY OF THE

+ Sourced an additional $1.1m
* Optimized IT organizational structure DATA STRATEGY FUTURE
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IT STRATEGY DIGITAL
_ STRATEGY
* Setasecure foundation =~ « lIdentified $1.4M in automation savinPs
* Gained trust of the organization + Building an automation centre of excellence
and corresponding governance body
CYBER SECURITY « Built Bl dashboard to monitor and track
STRATEGY automation opportunities
INNOVATION &
TRANSFORMATION
* Established a long-term

innovation roadmap
* Identified a vision and guiding
principles for future developments




Scaling up Al in Service Delivery

34,000 60.000
users ! -
conversations
Airport live Scaling up
chat COVID-19 bots... KAI
(2016- & pivot! (2021- Landfill IVR
2019) (2020) 2022) (Feb. 2023)
Airport COVID-19 Revenue & Bylaw
chatbot chatbot on Snow IVR Services
POC work kelowna.ca (Late 2022) IVR (Dec.
(2019) & airport 11, 2023)
POC
(Dec. 2020) 13.000

conversations
34%

call reduction



Leveraging Al to Affect
Change in Service
Delivery




Making it easier to do business with the City




Digital Assistants —on the web and the phone

ﬂ
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Digital Assistants Use Case

&> By O

Facility Requests Garbage Schedules ~ General Requests
AN == @
-
1 Eba
Development Winter Maintenance Airport Wait times



Integrations into other systems

L) Chatbot Use Case

Chatbot welcome Collection schedule What goes where?

Address




Generative Al — More capabilities

« Canned responses based on « Able to comprehend more
key terms difficult questions

 Integrations into other « Generates content by
systems prediction

* Unable to comprehend  Limited based on knowledge
complex questions from a fixed moment



Housing - An Al
Case




An Al Digital Transformation Use Case - Housing

Kelowna is facing:
« Significant population growth
 Restricted land base
« High home prices
 Climate change impacts




An Al Digital Transformation Use Case - Housing

In part due to the record growth rates
in Kelowna, and in part due to larger
global trends, the City of Kelowna is
amid a housing crisis. Kelowna has an
existing housing deficit of 3,750-
5,000 units and an additional
13,500 - 20,130 units are needed to

accommodate for future growth.



Housing Digital Solution Needs

01

We need make
it easier to
understand

02

We need to
make it easier to

apply

03

We need to
make it easier to
navigate

04

We need to
create tools that
improve access
to quality info




Al Digital Solution Build

Educate

Improve residents' understanding of City processes
and bylaws.

Guide

Support residents through the process using new
digital tools at their fingertips at times that are
convenient for them.

Connect

Provide residents and builders with other digital tools
to help them build homes (links to financing and
construction resources).



Leveraging Al Solutions to Deliver

FAQs + integrations
Topic-specific Bots
Click through experience

Quick questions



Considerations for Effective Al Implementation

&

Expectations on the usage of Al Transparency
Guidance on using Al How to use Al
o -
6-6 |
Policies and requirements Governance
Procurement Risks



Lesson Learned in Large Scale Al Digital Transformation




Future of Al and Digital
Transformation at the

City




Al Vision and Reviewing Submissions
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Disclaimer information

Demarrer la

cICICICHI -

KELOWNA CALGARY TORONTO PUERTO
VALLARTA

Disclaimer information



Questions?
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