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Foreword

Governments worldwide are standing at

the crossroads of transformation. The
journey from conventional governance to
digital governance is a tale of evolution - an
evolution driven by technology, demands for
transparency, and the ever-growing need
for efficient public service delivery. In this
digital epoch, every click, every transaction,
every piece of feedback contributes to a vast
reservoir of data, representing a goldmine of
insights waiting to be unearthed.

With its intrinsic power to autonomously
generate content, generative AI (Gen AI)
stands on the precipice of being the next
great disruptor in a series of technological
advancements. It offers a transformative
lens through which governments can
reimagine their modus operandi, fostering
an environment of innovation, efficiency, and
unparalleled citizen service.

Imagine a world where public policies are
drafted with insights generated from millions
of data points, synthesized, and analyzed
within mere fractions of the traditional
timeframe. Picture a governance structure
where citizen feedback isn't just collected but
acted upon in real-time, driving immediate
improvements in public service delivery.
Envision public notices, no longer generic
and one-size-fits-all, but tailor-made to
resonate with each individual citizen’s unique
circumstances, preferences, and needs.

Gen AI will mark a paradigm shift from static,
one-directional governance to a dynamic,
interactive, and inclusive model. This
transformation, while monumental, doesn’t
come without its set of challenges, requiring
holistic strategies, robust infrastructural
support, and a commitment to ethical
considerations.

The digital age has brought with it an
explosion of data, representing a double-
edged sword of complexity and opportunity.
Every digital footprint offers a clue, every
datapoint a story. Gen AI thrives in such
data-rich environments, not just navigating
but conquering the complexity, extracting
patterns, making sense of vast information
silos, and generating actionable insights.
For digital governance, this translates to
more informed decision-making, a deeper
understanding of citizen needs, and the agility
to adapt to dynamic global landscapes.

World Government Summit




Section1

Understanding
Gen Al Models

Gen Al models
represent a significant
shift in the capabilities
of artificial intelligence,
enabling machines

to not just interpret
but create new data.

At their core, these
models are like digital
artists, learning from
existing data and using
that knowledge to
generate new, unique
outputs. This capability
marks a departure from
traditional Al's focus

on data analysis and
pattern recognition.

The two primary pillars in the world of Gen AI
have been Generative Adversarial Networks
(GANSs) and Variational Autoencoders (VAEs).

GANs involve a novel approach where two neural
networks-the generator and the discriminator-
work in tandem. The generator creates data, and
the discriminator evaluates it against the real
data, in a continuous cycle of improvement. This
technique has found remarkable applications in
creating realistic images and videos, leading

to advancements in fields like CGI and

deepfake technology.

VAEs, on the other hand, take a more statistical
approach to generate new data. They work

by compressing data into a smaller, encoded
representation and then reconstructing it to
generate new data points. This method is
particularly useful in scenarios where nuanced
understanding and recreation of complex patterns
are crucial, such as in healthcare for predictive
modeling or in designing new materials.
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Section 2

The Rise Of
Large Language
Models (LLMs)

More recently, the
emergence of Large
Language Models
(LLMSs) like OpenAl's
GPT series, Google’s
PaLM 2 and Gemini,
and Meta's LLaMA-2
models has further
broadened the
scope of Gen Al

These models, particularly
known for their ability

in natural language
processing, have
showcased an incredible
ability to generate
coherent and contextually
relevant text and images.

They have opened new avenues in content
creation, customer service, and even in

research and development.

In 2023, the trend of hyper-personalization

and the rise of conversational AI are particularly
noteworthy. These advancements are refining how
AT interacts with users, offering more tailored
and natural experiences. Hyper-personalization
uses Al to create custom experiences based on
individual user data, greatly enhancing customer
engagement in sectors like retail and marketing.
Conversational AI, through improved natural
language processing, is making virtual assistants
and chatbots more intuitive and helpful, which is
revolutionizing customer service and support.

While the potential of Gen AI models is vast, it’s
essential to consider the challenges they present.
Issues such as data inaccuracy, bias, and ethical
concerns are at the forefront. The accuracy of
these models, especially in sensitive areas like
healthcare or legal advice, is critical. There is also
a growing need to address the ethical implications
of AI-generated content, particularly around
deepfakes and misinformation.




12

Section 3

Relevance
For Digital
Governance

While the ability to
Create art or music
may seem superficially
distant from the

daily operations of
governance, Gen

Al's underlying
capabilities hold
profound implications
for governments
worldwide:

Simulating Scenarios: One of Gen AI's most
groundbreaking applications is its ability to
create rich, detailed, data-informed scenarios.
For governance, this transcends traditional data
analysis, offering the ability to simulate policy
outcomes, urban development plans, economic
forecasts, or even evaluate potential security
threats before actual implementation. This try
before you apply approach could save significant
resources, both in terms of time and capital, and
prevent unintended consequences.

Tailored Content Creation: Communication is
pivotal in governance. Gen AI can craft customized
content that resonates with diverse citizen groups,
ranging from public health advisories during
crises, to educational content, to tax-related
communications. This personalized approach
ensures maximum relevance, comprehension,

and engagement, fostering a sense of inclusivity

and representation among citizens.

Data Augmentation: Data drives decisions.
However, certain areas may face data scarcity,
especially in niche sectors or emerging domains.
Here, Gen AI can ingeniously create synthetic data
that augments existing datasets, enabling more
robust analytics and insights. This capability is
pivotal for informed policymaking, especially in
areas previously hindered by inadequate data.

Automated Decision-Making: Beyond data
generation, Gen AI can automate complex
decision-making processes by predicting
outcomes based on vast datasets. This feature

is invaluable in resource allocation, emergency
response coordination, and even in judicial
decision-making, where AI can analyze historical
data to recommend sentences or parole decisions,
although with necessary human oversight.
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Section 4

The Paradigm
Shift In Decision
Making

Gen Al's real power
lies not justin its
technical prowess
but in its potential
to revolutionize the
decision-making
paradigm. The
introduction of Gen
Al into the public
sector marks a shift:

By simulating
countless scenarios, governments can anticipate
challenges and prepare solutions in advance,
marking a shift from reactive governance to
a proactive approach. This foresight could be
instrumental in everything from urban planning
to disaster management to economic
policy formulation.

Gen AI allows for an unprecedented level of
personalization in public services. Be it through
customized learning plans in public education,
tailored healthcare solutions based on individual
health data, or personalized real-time updates
for citizens during public emergencies, the
technology enables services that consider the
unique needs and preferences of each citizen.

The abundance
of data is not beneficial unless harnessed
effectively. Gen AI transforms governance
from being merely data-aware to decisively
data-driven, ensuring policies and decisions
are grounded in empirical evidence and
comprehensive analysis.
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Section 5

Blueprint For
Implementing
Gen Al In Digital
Governance

The integration of Gen

Al into government
operations is not merely
a technological upgrade;
it's a comprehensive
transformation of

how government
services are conceived,
implemented,

and delivered.

This journey, while
promising, demands a
strategic, multi-faceted
approach around
nine critical areas:
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Talent Development And Upskilling: The
workforce of the future must be adept in more
than just data science and AI ethics; they need
competencies in digital problem-solving,
innovative thinking, and adaptability to new
tech workflows. Continuous learning initiatives
should be complemented by experiential
learning opportunities, such as live projects
and simulations. Furthermore, cross-sector
knowledge exchange programs can enhance
interdisciplinary understanding and innovation in
AT applications.

Public-Private Partnerships (PPPs): These
collaborations should be strategically targeted
to leverage the unique strengths of the tech
industry, academia, and government. PPPs can
serve as incubators for innovative solutions,
offering sandboxes for testing AI applications
and providing shared platforms for knowledge
exchange, skill development, and funding.
Effective partnerships are characterized by clear,
mutually beneficial goals, transparency, and
shared responsibility in AI application outcomes.

Regulatory Frameworks: Regulatory frameworks
must be agile to adapt to the fast-paced
evolution of AI technology. They should facilitate
innovation while safeguarding public interest,
addressing not just privacy and data ownership,
but also accountability in AI decision-making,
transparency in algorithmic processes, and
protocols for misuse prevention. Multi-
stakeholder consultation is key to creating
balanced regulations, involving experts from

the tech industry, legal scholars, ethicists, and
citizen representatives.

Citizen Engagement And Transparency:

For AI to be truly effective in governance, it must
have its users’ confidence. Recent insights, such
as those from KPMG's Trust in AI Global Insights
2023 report, indicate a strong public desire for
transparency, with 85% of global respondents
concurring that governments need to be clear
about how they’re using AI. This underscores the
necessity for governments to go beyond mere
openness about AI use. They need to actively
involve citizens in the AT journey - from policy
formulation to feedback on AI-powered public
services. Transparency initiatives should extend
to include educational programs that demystify
AI technologies, public forums for policy
discussions, and open-door policies for audits
and reviews of AI systems.

Ethical AT Utilization: Ethical guidelines

should be regularly updated to stay relevant
and should be enforced through systematic
audits and accountability protocols. Specialized
AI ethics committees, involving diverse
stakeholders, can ensure that considerations
such as bias prevention, data privacy, and
human oversight are consistently addressed in
every AT initiative. Public discourse on AI ethics
should be encouraged to foster a society-wide
understanding of ethical AI utilization.

Scalability And Futureproofing: Scalability entails
designing AI systems that can be expanded

or refined with minimal reconfiguration.
Governments should invest in modular software
architectures, support extensive interoperability
standards, and promote a culture of continuous
improvement. Futureproofing requires a
proactive approach to technology monitoring,
investment in R&D, and a readiness to

pivot and adapt to emerging AI trends

and societal needs.

Section 5
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Section 6

Navigating The
Challenges

The path towards
integrating Gen Al within
digital governance is
laden with challenges
that demand strategic
foresight and robust
solutions. The linchpin
to overcoming these
challenges and
unlocking the

potential of Gen Al lies
in fostering public trust.

’

Ethical And Legal Challenges:

Data Privacy:

In a time where data is often hailed as the ‘new oil, safeguarding

it becomes imperative. Gen AI's dependency on vast amounts of
data, particularly personal and sensitive information, accentuates
privacy concerns. Stringent legal frameworks akin to the General Data
Protection Regulation (GDPR) should be enforced to provide a sturdy
legal backing to data protection mandates. Advanced encryption
methods, continuous system security upgrades, and the utilization of
blockchain technology for secure data tracking can further bolster data
security. Moreover, a consent-based framework should be embraced,
allowing citizens to have a say over their data - being informed

about what data is shared, with whom, and for what purpose. Public
awareness initiatives can enlighten citizens on their data rights, thus
enhancing trust in digital governance.

Ethical Considerations:

The clamor for ethical AI transcends borders and is echoed globally.
A significant 73% of individuals worldwide insist on AI operations
within ethical bounds. Governments should look to established
international frameworks like the OECD AI Principles to draft
comprehensive ethical guidelines ensuring AI's alignment with
universal human rights, fairness, and transparency. Additionally,
ethics boards with a diverse group of experts should be

constituted to oversee AI deployments, ensuring consistent
adherence to ethical norms.

Regulatory Agility:

The swift pace of AI technology advancement calls for a regulatory
response that’s equally adept. With a notable 68% of the global
populace expressing concerns over the scant regulation of AI as

per the KPMG study, the onus is on governments to act proactively.
Developing forward-thinking, adaptable regulatory frameworks
through multi-stakeholder collaboration can keep pace with AI's
evolution, addressing not only data privacy and ethical considerations
but also furnishing clear guidelines for accountability. Governments
also face a critical regulatory dilemma with the advent of technologies
like Gen AI if they impose strict regulations on the technology

itself, there’s a risk of stifling innovation and hindering technological
progress. Consequently, a strategic approach may be to allow the
technology to develop relatively unregulated, while concentrating
regulatory efforts on how the technology is applied across various
fields, ensuring responsible use without impeding technological
advancement.
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Technological Challenges:

Resource Allocation:

The assimilation of Gen AL is a resource-heavy venture necessitating
state-of-the-art computing infrastructure, adept personnel, and
ceaseless research and development. Innovative financing models
like public-private partnerships, AI-dedicated funds, or international
grants and investments should be explored. Long-term budgeting
should account for ongoing training, system upgrades, and scalability
to future-proof these investments.

Skill Gap:

The dearth of AI-specialized talent poses a substantial barrier. A
thriving AI ecosystem can be nurtured through education reform,
introducing AI-centric curriculums from the elementary level through
higher education. Professional development programs, coupled with
incentives like scholarships and grants, can retain domestic talent
and lure international expertise. Global collaborations for knowledge
exchange, joint research, and shared learning can also bolster
domestic skill sets.

GIEIGEI N

The ‘black box’ nature of AI systems, where the decision-making
processes are not transparent or understandable to non-experts,
poses a significant challenge. In governance, the ability to

explain how AI systems arrive at particular decisions is crucial for
trust, accountability, and legal compliance. Governments should
prioritize the development and integration of explainable AI (XAI)
technologies that provide clear, understandable explanations for AI-
driven decisions and outputs. Public and stakeholder engagement
in discussions around AI explainability can also foster a better
understanding and trust in AI applications within governance.

Socioeconomic Challenges:

Public Trust In Al:

The findings from the Trust in AI Global Insights 2023 report highlight
a noticeable global apprehension towards AI, with 60% of the
respondents expressing concerns over potential misuse of AIL. This
emphasizes the pivotal role that public trust plays in the successful
implementation of AI in governance. Ensuring transparent operations,
adhering to responsible data handling practices, and crafting clear
ethical guidelines are of paramount importance. Engaging in regular
public consultations and fostering open dialogue can help to elucidate
the functionalities of AI, mitigate fears, and collect invaluable input
from citizens.

Global Disparities In Al Adoption:

The report further unveils a varied level of readiness for AI adoption
across different geographic regions. As some regions stride ahead,
others are facing foundational hurdles. This digital chasm has the
potential to widen global socioeconomic disparities. It's crucial

for global leaders to join hands, promoting knowledge exchange,
technology transfer, and financial backing to ensure that the benefits
of AI are equitably distributed worldwide. International organizations,
non-governmental organizations (NGOs), and policy think-tanks
should take the lead in this endeavor, ensuring that no region is
sidelined in the ongoing AI evolution.

Economic Resilience Through Al:

As nations traverse the path of AI integration, a noteworthy facet is
the potential of AI in bolstering economic resilience. Particularly in
times of economic downturns or global crises, AI's predictive analytics
and automation capabilities can be harnessed to mitigate financial
shocks, optimize resource allocation, and enhance crisis response.
However, this potential boon also presents challenges in terms of
equitable distribution of economic advantages, job displacement,

and the creation of new job categories requiring specialized skills.
Governments, alongside the private sector and academic institutions,
need to navigate these socioeconomic dynamics, establishing
frameworks for workforce transition, skill development, and inclusive
economic growth to ensure a balanced integration of AI in the
economic landscape. This would entail a collaborative effort to forecast
and prepare for labor market shifts, invest in upskilling and reskilling
initiatives, and devise policies that promote economic inclusivity and
social protection amidst the advent of AI-driven automation.

Each challenge delineated above presents an opportunity for
governments to bolster their Al strategies and foster public
trust. By proactively addressing these issues with transparency,
ethical considerations, and citizen engagement at the core,
governments can harness Gen Al's transformative potential in a
responsible and effective manner.
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Section 7

Looking To

The Future: A
New Epoch Of
Innovation And
Comprehensive
Governance

The horizon of digital
governance is rapidly
expanding. This
evolution isn’t solely
about implementing
advanced tools: it's

a vision of holistic
governance where
intelligent algorithms,
adaptive systems, and
forward-thinking policies

come together to drive
unparalleled efficiency
and citizen engagement.

The realm of artificial intelligence (AI) is moving
towards an era where the concept of artificial
general intelligence (AGI) - a form of AI that

can understand, learn, and apply its intelligence
broadly and flexibly, much like a human - is
becoming increasingly plausible. Current AI
advancements in language, image recognition,
and code understanding (such as Gen AI) serve as
foundational steps towards this ambitious goal.
The future trajectory of AI development suggests
a multidisciplinary integration of capabilities, a
precursor to the realization of AGI.
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Section 8

Towards
Artificial General
Intelligence (AGI)

The path towards
integrating Gen Al within
digital governance is
laden with challenges
that demand strategic
foresight and robust
solutions. The linchpin
to overcoming these
challenges and
unlocking the

potential of Gen Al lies
in fostering public trust.

As we edge closer to
achieving AGlI, it's not
only the breadth of Al's
capabilities that expands,
but also its depth in
terms of understanding
and adaptability. This
evolution towards AGl is
poised to revolutionize
digital governance.

With AGI, the potential for AI to autonomously
understand complex policy implications, adapt
to evolving governance challenges, and make
informed decisions across various sectors could
significantly enhance efficiency and effectiveness
in public administration. This shift could lead

to more dynamic, responsive, and personalized
governance models, leveraging AGI's ability to
analyze vast amounts of data and its adaptable
problem-solving skills. However, the journey to
AGI also necessitates careful consideration of
ethical frameworks, oversight mechanisms, and
the development of robust policies to ensure that
the integration of AGI in governance strengthens
democratic values and public trust.
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Integrative Abilities: AGI will need to
integrate knowledge and skills across
various domains, applying them flexibly
in different scenarios. This involves not
only technical and scientific knowledge
but also an understanding of human
saociety, culture, and psychology.

Adaptive Learning: Unlike current Al
models, which require extensive training
on specific tasks, AGl would be capable
of learning new tasks with minimal

data, adapting its knowledge base
dynamically.

Autonomous Reasoning: AGI would be
capable of independent thought and
reasoning, allowing it to make decisions
or create hypotheses without human
intervention, based on its vast and
integrated knowledge base.

Ethical And Moral Understanding: As
AGl systems would have significant
impact on society, their development
must be guided by ethical principles.
Understanding and incorporating ethical
considerations into their decision-
making processes will be paramount.

Collaboration And Augmentation: AGI will
likely work in collaboration with humans,
augmenting human capabilities rather
than replacing them. This synergistic
relationship could lead to unprecedented
advancements in various fields.

Section 8

The journey towards AGI represents the
culmination of advancements across multiple AI
domains, coupled with a deep commitment to
ethical and responsible development. While the
challenges are significant, the potential benefits
of AGI in enhancing human capabilities, solving
complex global issues, and driving innovation
are immense. As we stand on the brink of these
advancements, it is crucial to navigate this path
with caution, ensuring that the development

of AGI aligns with the broader interests of
humanity.

Delving deeper into AGI's
potential role in governance,
several use-cases emerge:

Hyper-Personalized Services: With AGI's
cognitive capabilities, governments can move
from broad-brush solutions to services tailored
to individual needs, ensuring each citizen feels
seen, heard, and valued.

Predictive Urban Planning: AGI's prowess in
data analytics can revolutionize urban planning.
By creating detailed, predictive models,
policymakers can anticipate the long-term
repercussions of developmental strategies,
striking a balance between urban growth,
sustainability, and quality of life.

Proactive Crisis Management: In an increasingly
uncertain world, AGI can be an invaluable

ally, predicting potential crises and enabling
governments to strategize interventions well in
advance, minimizing impact and ensuring swift
recovery.

Citizen Digital Twins: A future where every citizer
has a digital counterpart, powered by AGI. These
"twins’ interact with government platforms,
tailoring services to individual historical data,
preferences, and predictive needs, thus ensuring
a personalized

governance experience.

Dynamic Policy Simulation: AGI can simulate
the outcomes of policy decisions over decades
within hours, enabling policymakers to visualize
potential repercussions and make informed,
strategic choices.

Yet, as we edge closer to an AGI-
centric world, deeper philosophical
and ethical dilemmas surface. The
blurred lines between machine
cognition and human consciousness
challenge our fundamental
understanding of identity, purpose,
and morality. As we harness AGI's
vast potential, striking a balance
between technological prowess
and ethical imperatives becomes
paramount.

A Multi-Pronged Approach Is Essential: a
steadfast commitment to ethical considerations,
continuous evolution of policies to preemptively
address AGI-induced shifts, and fostering an
inclusive discourse engaging technologists,
policymakers, and citizens alike. This journey,
while challenging, offers a unique opportunity to
redefine governance for the better, ensuring it’s

not just efficient but also empathetic.
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Section 9

Steering Towards
Gen Al Augmented
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Digital Governance

The narrative of
integrating Gen Al within
digital governance
delineates a realm where
technology profoundly
amplifies the dimensions
of human decision-
making, ushering in a
governance model that
is more agile, adaptive,
and individual-centric.
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This evolution transcends the mere awareness of data, and pioneers
a proactive, data-driven governance paradigm, signaling not

just a technological shift but a holistic transformation of public
administration and civic engagement.

As we envision a spectrum where personalized governance is
normalized, urban ecosystems are sustainably orchestrated through
digital twins, crisis management transitions from reactive to
anticipatory strategies, and participatory policymaking is entrenched,
the spectrum further broadens with the potential advent of AGI. AGI
heralds a future with decision-making proficiencies that surpass
human cognitive capacities, albeit ushering in a suite of ethical,
security, and governance challenges.

However, this voyage towards a transformative governance model is
rife with ethical, technological, and socioeconomic challenges. Key
hurdles such as safeguarding data privacy, ethical AI deployment,
regulatory adaptability, resource allocation, and addressing skill
deficits demand strategic foresight, robust infrastructural backing,
and an unwavering commitment to ethical norms. The enigmatic
‘black box’ nature of AI, especially in elucidating AI decisions in a
comprehensible format, emerges as a critical technological challenge
that necessitates immediate redressal to nurture trust and ensure
legal compliance.

The stark global disparities in AI adoption underscore the exigency
for international collaboration to ascertain equitable dissemination
of AI benefits. Platforms like the World Governments Summit

(WGS) become pivotal for catalyzing global dialogue, knowledge
dissemination, and collective endeavors towards a harmonized
approach to assimilating AI in governance.

The discourse is now increasingly centered around on how we, as a
global consortium of policymakers, innovators, and civic leaders, will
harness these formidable tools whilst anchoring the technological
evolution to the core human values of ethics, equity, and universal
rights.

The responsibility now rests on the shoulders of global leaders,
stakeholders, and the citizenry to advocate for a journey towards
AI-enhanced governance that is ethically sound, technologically
sophisticated, and culturally inclusive.



Interview

H.E. Matar Al Hemeiri

Chief Executive, Digital Dubai Government
Establishment, Digital Dubai

Long-Term Vision And Impact:

What is your long-term vision on how Gen AT will
reshape the digital governance landscape in Dubai
and the UAE?

The UAE has always foreseen the benefits of
embracing emerging technologies and digitization.
We were the first nation in the world who
appointed a Minister for Artificial Intelligence in
October 2017 as we foresaw how revolutionary the
technology is going to become.

When talking about Dubai, this fact becomes more

apparent as one studies the e-governance journey

of the city of Dubai which has evolved over the past
20 years.

In Dubai, we want to build the concept of what
we call an ‘invisible government’. Leveraging

the power of Gen AI, the Dubai Government will
analyze, predict and proactively offer personalized
services to every Dubai citizen, resident and visitor.
We have taken our very first step towards this goal
by launching DubaiAl, a Gen AI chatbot that can
help provide information and execute transactions
across a variety of different sectors. Currently,
DubaiAI sits on the city’s flagship mobile app
DubaiNow and on the city’s official information
portal Dubai.ae.

35
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Policy Evolution:

As the adoption of Gen AI accelerates, how do you
specifically see policies and regulations evolving
to ensure responsible and ethical use of AI
technologies, while also fostering innovation?

In 2019, we published Ethical AI Principles &
Guidelines for the development of AI solutions in the
city, specific to Dubai. We also published a similar
one on a UAE level in late 2022. As the power and use
of Gen AI expands, these guidelines will be studied
and updated on a regular basis.

Future regulations are bound to require AI systems,
especially those used in critical decision-making
processes, to be explainable and transparent.

This ensures that users and affected individuals
can understand the reasoning behind AI-driven
decisions, promoting accountability. Additionally,
regulations around data privacy and security will
likely become more stringent.

Keeping the above points in mind, we need to
acknowledge that AI is a technology, for example,
electricity and different AI applications are
guaranteed to have different rules and regulations.
A large language model application will not have the
same regulations as self-driving cars.

Strategic Impact On Dubai’s Global
Positioning:

How do you plan to measure the success of AI-
driven initiatives?

As a government entity, people’s happiness and
satisfaction is always our number one KPI. Therefore
we will continually gather feedback from end-users
and stakeholders to understand their satisfaction
with any AI-driven system. Positive user experiences
can be indicative of success, while negative feedback
may highlight areas for improvement.

36

At Digital Dubai, one other key KPI of technology
adoption for us has been cost-savings. Due to

our shared services and shared infrastructure
implemented across the Dubai Government between
2003 and 2015, we saved over $1.3 billion. By using
new Gen AI tools, we will continue to assess the cost
savings that the Dubai Government is benefitting
from.

Finally, we want to ensure we are always getting
better, therefore, we will evaluate the AI system’s
ability to learn and adapt over time. We will
implement mechanisms for continuous improvement
based on feedback, changing requirements, and
evolving technologies.

What do you envisage the strategic impact of Gen AI
to be on Dubai’s position as a global leader in digital
governance and smart city innovation?

The vision of His Highness Sheikh Mohammed

Bin Rashid Al Maktoum, Prime Minister and Vice-
President of the UAE, and Ruler of Dubai, is to make
Dubai the world’s best city to live in. This includes
being number one in infrastructure, entertainment,
education, healthcare, transportation and of course
government services.

Leveraging the power of Gen AI to proactively provide
personalized services to every citizen, resident and
visitor of Dubai will ensure we are globally recognized
as one of the smartest cities in the world, setting a
global benchmark on how digital governance should
be led.

000
Regional Leadership:

What steps are being taken to share knowledge
and foster cooperation within the region on Gen AI
applications in governance?

As previously mentioned, both on the UAE and the
Dubai level, we have launched Ethical AI Principles
and Guidelines. These are freely available for any
country, city, or company to use and follow.

Interview

Additionally, the Dubai Future Foundation recently
held the Dubai Assembly for Gen AI, inviting global
company leaders and tech experts to share insights
on what the current capabilities of Gen AI are, which
leading platforms one should use and what the future
of Gen AI can look like. As we continue to build,

test and launch our products, we will be sharing our
learnings with the world at forums like WGS and

also through reports and whitepapers hosted on the
Digital Dubai website.

Collaboration And Partnerships:

Can you discuss any strategic partnerships or
collaborations that are being pursued or envisioned
to advance the integration of Gen AI in Dubai’s
digital governance framework?

With the formation of Digital Dubai, our mandate

is not just to leverage technology for the Dubai
Government’s advancement, but to digitize life in
Dubai. This means all our future work will be based
on collaboration between the public and private
sectors. Our recently launched chatbot DubaiAI,
though currently only powered with government
datasets, will soon also be fed with anonymous and
aggregated private sector datasets enhancing the
chatbots learning and providing deeper and more up
to date information to DubaiAI’s users.




Interview

Naim Yazbeck

General Manager, Microsoft UAE

Gen AI In The UAE:

Can you describe Microsoft’s Gen AI journey in the
UAE and the region in recent years?

Microsoft has strategically invested in AI research
and the cloud for decades, enabling the delivery of
various AI-powered products that fit the needs of
our customers. Many organizations, both large and
small, are leveraging Azure AI solutions to achieve
scalable advancements with enterprise-level
privacy, security, and responsible AI protections.®

With our cloud datacenter regions in Abu Dhabi
and Dubai, Microsoft is well positioned to empower
organizations across the UAE and the region in their
AI transformation journey. Since their launch,
these cloud locations have accelerated digital
transformation within the nation and beyond,
offering solutions to issues like latency, data
residency, and compliance.

The cloud regions also provide comprehensive
coverage and access to transformative cloud
services, contributing to the UAE'’s long-term vision
for a diverse and dynamic technologically driven
economy. This infrastructure also serves as the
foundation for deploying AI solutions.
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Microsoft believes AI is a powerful amplifier and

is committed to responsibly creating AI solutions
that enhance productivity, growth, and satisfaction
across the UAE. By freeing people from repetitive or
tedious tasks, they can focus on more strategic or
creative responsibilities. Our recent survey shows
that the majority of people (89%) who have access to
automation and AI-powered tools feel more fulfilled
because they can spend time on work that truly
matters.*®

I think we are just scratching the surface of the
power of large AI models. Building on the idea of
GitHub Copilot, Bing Chat, and Microsoft 365 Copilot,
we envision a world where everyone, no matter their
profession, can have a copilot for everything they do.
We are driving this transformation at the individual,
organizational, and industry level in the UAE.

%] Integration And Adaptability:

calea)

With the UAE being recognized as a pioneer in digital
governance for many years, how does Microsoft’s
Gen AI strategy facilitate the seamless integration
of Gen AI technologies into existing digital
governance frameworks and operations? To what
extent are these solutions adaptable to the evolving
governance and regulatory landscapes in the UAE
and regionally?

Microsoft has played a pivotal role in the revolution
of AL, aligning our advancements in AI with our
company mission to empower every individual and
organization globally.** Envisioning a world where
everyone, regardless of their profession, has an AI
copilot, our goal is to democratize our breakthroughs
in AI to enhance productivity and solve the most
pressing issues in our society.*?

We are fortunate to be operating in an AI-friendly
environment, collaborating closely with public
entities in the UAE to emphasize responsible AI
adoption.*3 Our significant partnership with G42, the
local cloud and AI services provider, was established
in September 2023 and focuses on unlocking new
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opportunities for digital transformation through joint
sovereign cloud and AI offerings, co-innovation,

and the expansion of data center infrastructure

in the UAE.

This collaboration aims to deliver cutting-edge, AI-
enabled solutions for specific industries including
health and life sciences, energy, sustainability, and
national projects like COP28 in the UAE this year. The
agreement was followed by Microsoft Chairman and
CEO Satya Nadella’s visit to the UAE in November
2023, where he highlighted the AI innovation that
is transforming the country’s economy. During

his keynote speech, Nadella also announced the
upcoming availability of Azure OpenAI Service from
the company’s UAE cloud data centers. The service,
which will be available before end of year, provides
access to a suite of powerful AI models, including
GPT-4, Codex, and DALL-E 2. These models can be
used to develop innovative AI applications such

as virtual assistants, content generation, code
generation, image editing tools, and more.

In addition, G42 has released its Large Language
Arabic Model, Jais, which will be available through
Microsoft’s Azure Services and will boost the ability to
create original Arabic content for approximately 100
million underserviced Arabic language internet users.

In 2019, Microsoft and the UAE Minister of State
for Artificial Intelligence, Omar Sultan Al Olama,
signed an agreement to enhance cooperation

in AI development, governance, and ethics in

the country.*4The UAE’s Ministry of Community
Development (MOCD) also collaborated with
Microsoft to strengthen the security of its digital
assets and combat advanced cyberthreats, leading
to the recent Middle East Cybersecurity Conference
in the UAE hosted by Microsoft.*> The conference
brought together experts across the government
and private sectors to share their knowledge and
insight on the latest innovations and developments
in cybersecurity and data protection.*¢

Additionally, the UAE Ministry of Education’s
partnership with Microsoft focuses
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on upskilling employees in AI and data science,*
with plans to release the AI Tutor to all public
schools in the UAE next year.®

These are just a few examples that illustrate our
close collaboration with the UAE government to
ensure AI technologies align with government
priorities and seamlessly integrate into frameworks
and operations, ultimately benefiting UAE citizens
and residents.

Technology Development:

What steps is Microsoft taking to stay at the
forefront of Gen AI while ensuring adherence to the
highest standards of digital governance and ethical
considerations?

We firmly believe that when you create technologies
that can change the world, you must also ensure
that the technology is used responsibly. Microsoft

is committed to creating responsible AI by design,
guided by a core set of principles: fairness, reliability
and safety, privacy and security, inclusiveness,
transparency, and accountability. We implement
these principles company-wide, shaping AL
development and deployment that will have a
positive impact on society through our Responsible
AI standard.*®

Our approach involves cutting-edge research, best-
of-breed engineering systems, and excellence in
policy and governance. We actively share our own
learnings, innovations, and best practices with
decision makers, researchers, data scientists,

and developers, participating in broader societal
conversations on how AI should be used.

We know we can’t do this work alone, which is why
we work with universities and researchers, as well
as innovative companies like OpenAl, Meta, AMD,
and Hugging Face. We also invest in early-stage
companies and contribute to the open-source
community to push the industry forward.

Our partnership with OpenAlI, for instance, was
founded on shared ideals and an ambition to
advance AI with speed and imagination, and to do
so with responsibility, safety, and trust as paramount
values. Together we've built an unprecedented
supercomputing infrastructure in Azure to accelerate
OpenATI's breakthroughs while delivering its benefits
safely and responsibly.

@ Business Value:

How is Gen AI contributing to business value in the
realm of digital governance, both for Microsoft and
its customers?

Employees worldwide are reporting that the pace
of their work has accelerated beyond their capacity,
costing their organizations valuable time.

Microsoft’s 2023 Work Trend Index (WTI) Report:
Will AI Fix Work emphasizes how AI can help break
this cycle, increasing creativity and productivity for
everyone.?°

The report highlights that digital debt, the
overwhelming volume of data and communication, is
costing us innovation. Microsoft’s research found that
64% percent of employees don't have enough time
and energy to get their work done, making them 3.5
times more likely to struggle with being innovative
or think strategically. On the other hand, nearly 2 in
3 leaders (60%) are already feeling the effects of this
digital debt, expressing that a lack of innovation or
breakthrough ideas on their teams is a concern.

As for AI-employee alliance, the data revealed that
employees are more eager for AI to assist in their
work than they are afraid of losing their jobs to Al
While 49% of employees said they are worried that AT
will replace their jobs, 70% are willing to delegate as
much work as possible to AI in order to reduce their
workload. The data also found that leaders are more
focused on the potential of integrating AI into their
workplace. In fact, leaders are twice as likely to say
that AT would be most valuable in their workplace by
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boosting productivity rather than cutting headcount.

Moving on to Microsoft's collaborations, we have
been working closely with various public and private
organizations in the UAE to help them leverage the
most advanced AI technologies. Etihad Airways has
transformed its finance operations by harnessing
the power of Microsoft AI. The finance and digital,
technology and innovation divisions worked with
Microsoft to modernize their payment inspection
process using cognitive services. The results are
testament to Microsoft AI's significant impact, saving
the Etihad finance team around 600 hours per year
through AI and automation.?*

In our partnership with Miral, the company will
utilize Gen AI to enhance customer experience within
the entertainment and leisure sector, leveraging the
Azure OpenAl Service to augment the capabilities of
its chatbots and provide personalized guidance and
information to customers visiting Yas Island’s theme
parks and experiences.??

Emirates National Oil Company (ENOC) Group also
partnered with Microsoft to link ENOC services with
mobile apps, where Microsoft’s AI capabilities allow
customers to enjoy an optimized and convenient
experience. This initiative will design, develop and
deliver the Service Station of the Future.? ENOC
Group will also work with Microsoft to integrate
Microsoft Azure OpenAlI Service into its business
operations leveraging ChatGPT AI capabilities.?

Lastly, DEWA will work with Microsoft to access new
quantum Microsoft Azure services to create quantum-
inspired solutions to power energy optimization and
improve sustainability efforts in Dubai and the UAE.?
This collaboration will also integrate the advanced
interactive 3D Microsoft Mesh Avatar to support
innovation, sustainability and digital transformation
at DEWA.

Challenges:

What challenges is Microsoft facing globally and
regionally in adopting Gen AI solutions, and how can
they overcome them?

Microsoft has operationalized six AI principles:
fairness, reliability, safety, privacy, security,
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inclusiveness, transparency, and accountability.
These principles were implemented through our
Responsible AI Standard,?® which will remain a
living document, evolving to address new research,
technologies, laws, and insight.

Our commitment to developing and deploying Gen

AI follows a responsible AI by design approach,
integrating principles throughout the product lifecycle
(product development, deployment, and sales
processes). We engage with diverse stakeholders,
including UAE researchers, policymakers, regulators,
academia in UAE universities, and users, to address
the ethical and social implications of Gen AL In so
many ways, AI offers more potential for the good of
humanity than any invention that has preceded it.

Nevertheless, it is not enough to focus on AI's
potential to improve people’s lives. When we at
Microsoft adopted our six ethical principles for AT
back in 2018, we noted that one principle was the
bedrock for everything else: accountability. Ensuring
that AI remains under human control must be a
first-order priority for technology companies and
governments. Additionally, organizations who design
and operate AI systems cannot be accountable unless
their decisions and actions are subject to the rule of
law. This is a key aspect in the ongoing AI policy and
regulatory debate. How do governments best ensure
that AI is subject to the rule of law? In short, what
form should new law, regulation, and policy take?

In addressing these questions on effective AI
governance, we propose a comprehensive five-point
blueprint:

First, it is essential to leverage and build upon
recently established government-led AI safety
frameworks. This includes drawing inspiration
from successful initiatives such as the US National
Institute of Standards and Technology’s AI Risk
Management Framework.

Another important step involves mandating robust
safety measures such as brakes for AI systems
controlling critical infrastructure. Regular testing

of high-risk systems ensures the efficacy of safety
measures, and deploying such AI systems exclusively
in licensed datacenters adds an additional

layer of protection.

Third, we believe a legal and regulatory architecture
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for AI that mirrors the technology architecture of AI
itself will be necessary. The law will need to place
various regulatory responsibilities upon different
actors based upon their role in managing different
aspects of AI technology.

Moreover, promoting transparency and ensuring
academic and nonprofit access to Al is key. There

are many opportunities to make AI systems more
transparent in a responsible way. Microsoft, for
instance, is committing to an annual AI transparency
report, in addition to other steps to expand
transparency for our AI services.

Finally, pursuing new public-private partnerships is
crucial in harnessing AI as an effective tool to address
the inevitable societal challenges that come with

new technology. When the public and private sectors
work together, coupled with clear-eyed optimism, AI
can be transformed into a shield, as demonstrated in
recent cybersecurity efforts and geopolitical events.

Collaborations And Partnerships:

Can you discuss any collaborations or partnerships
Microsoft has joined or is planning with government
bodies or other enterprises to advance digital
governance through Gen AI?

In the UAE, we have initiated tailored initiatives to
support our customers as they become familiar with
using AI tools in their everyday work. For example,
Emirates Group and Microsoft have collaborated to
train, mentor, and transform high-potential UAE
Nationals into future leaders. The curated, high-
impact program is designed around Microsoft’s
technology courses, including digital transformation
and driving business impact with AL Similarly, Etihad
Airways has partnered with Microsoft for the first-
ever in-house AI Academy in the region. Microsoft

AI business workshops and hands-on technical lab
sessions are enhancing companywide AI literacy. This
initiative will revolutionize the way the airline serves
its customers by upskilling its workforce, optimizing
operations, and creating alternate revenue streams.?”




About KPMG
Lower Gulf

For 50 years, KPMG Lower Gulf Limited

has been providing audit, tax and advisory
services to a broad range of domestic and
international, public and private sector clients
across all major aspects of business and the
economy in the United Arab Emirates and in
the Sultanate of Oman.

KPMG Lower Gulf is part of KPMG International
Cooperative’s global network of professional
member firms. KPMG firms operate in 143
countries and territories, and in FY23,
collectively employed more than 270,000
partners and people. Established in 1973,
KPMG in the UAE and Oman is well connected
with its global member network and combines
its local knowledge with international
expertise.

For 50 years, KPMG Lower Gulf has provided
audit, tax and advisory services to public and
private sector clients and continues to serve
the needs of business, governments, public-
sector agencies, not-for-profits and through
the firms’ audit and assurance practices, the
capital markets. As we continue to grow, we
aim to evolve and progress, striving for the
highest levels of public trust in our work.
KPMG is committed to quality and service
excellence in all that we do, helping to bring
our best to clients and earning the public’s
trust through our actions and behaviors both
professionally and personally.

Our values are: Integrity: We do what is right; Excellence: We
never stop learning and improving; Courage: We think and act
boldly; Together: We respect each other and draw strength
from our differences; For Better: We do what matters. Our
Values guide our behavior day-to-day, informing how we act,
the decisions we make, and how we work with each other, our
clients, and all of our stakeholders.

To meet the changing needs of our clients, we have adopted
an approach aligned with our global purpose: Inspiring
Confidence, Empowering Change.

At KPMG Lower Gulf, we believe that ESG is core to sustainable
growth. KPMG’s Global ESG Plan details its commitments across
four ESG categories: planet, people, prosperity, and governance.
These four priority areas assist us in defining and managing our
environmental, social, economic and governance impacts to
create a more sustainable future.

Through KPMG's ESG Plan, we aim to deliver growth with
purpose. We unite the best of KPMG to help our clients
fulfil their purpose and deliver against the SDGs, so all our
communities can thrive and prosper.

45



Contacts

Partner, Head of Advisory
KPMG Lower Gulf
E: chucrallahhaddad@kpmg.com

Partner, Head of Digital and
Innovation

KPMG Lower Gulf

E: fkassatly@kpmg.com

Director, Strategic Alliances and Gen
AI Center of Excellence

KPMG Lower Gulf

E: jdevassy@kpmg.com

Director, Operations, Procurement
and Supply Chain

KPMG Lower Gulf

E: kkhattab@kpmg.com

Partner, Head of Clients and Markets
KPMG Lower Gulf
E: walterpalk@kpmg.com

Acknowledgements

This report was written and compiled by the KPMG
Lower Gulf Center of Excellence for Gen AI, Strategic
Alliances and Digital and Innovation, including Fady
Kassatly and Joe Devassy, as well as KPMG Lower
Gulf’s Clients and Markets team who project managed
and edited it.

The authors gratefully acknowledge the individuals
who contributed their time, expertise, and insight to
the report.



48

sources

10.

11.

12.

13,

Generative Adversarial Networks (GANs) and
Variational Autoencoders (VAEs):

Goodfellow, I., Pouget-Abadie, J., Mirza, M., et al.
(2014). Generative Adversarial Nets. Advances in
Neural Information Processing Systems.

Kingma, D. P., & Welling, M. (2013). Auto-Encoding
Variational Bayes. arXiv preprint arXiv:1312.6114.

Large Language Models (LLMs):

Brown, T. B., Mann, B., Ryder, N., et al. (2020).
Language Models are Few-Shot Learners. arXiv
preprint arXiv:2005.14165.

Ethical and Legal Challenges in AI:

European Commission. (2018). General Data
Protection Regulation (GDPR).

Jobin, A., Lenca, M., & Vayena, E. (2019). The global
landscape of AI ethics guidelines. Nature Machine
Intelligence.

AT in Digital Governance:

Patrick Dunleavy, Helen Margetts (2023). Data science,
artificial intelligence and the third wave of digital era
governance, Public Policy and Administration is the
journal of the UK Joint University Council (JUC) Public
Administration Committee (PAC).

Future of AT and AGI:
Bostrom, N. (2014). Superintelligence: Paths,
Dangers, Strategies. Oxford University Press.

Public Trust in AI:
KPMG. (2023). Trust in AI Global Insights 2023
Report.

Global Disparities in AI Adoption:
World Economic Forum. (2020). Global Technology
Governance Report 2021.

Trust in artificial intelligence - KPMG Global
AIin Action - Stories (microsoft.com)

A Whole New Way of Working (microsoft.com)
Microsoft AT

Introducing Microsoft 365 Copilot — your copilot for
work

Building Responsibly & Societal Impact - Stories
(microsoft.com)

14.

15.

16.

17.

18.

19.

20.

21.

22.

23.

24.

25.

26.

27.

Omar Sultan Al Olama: UAE Government Adopts a
Dynamic Model of AI Governance and Ethics - Middle
East & Africa News Center (microsoft.com)

UAE Ministry of Community Development partners
with Microsoft to protect against advanced
cyberthreats - Middle East & Africa News Center

UAE Cybersecurity Council partners with Microsoft to
host Middle East Cybersecurity Conference - Middle
East & Africa News Center

UAE Ministry of Education partners with Microsoft to
upskill employees in AT and data science - Middle East
& Africa News Center

A future-facing minister, a young inventor and
a shared vision: An AI tutor for every student -
Microsoft News Centre Europe

Responsible AI Principles and Approach | Microsoft AT
Work Trend Index | Will AI Fix Work? (microsoft.com)

Etihad Airways launches data-as-a-product
ecosystem - Middle East & Africa News Center
(microsoft.com)

Microsoft (mediaoffice.abudhabi)

ENOC and Microsoft team up to pilot AI-powered
Service Station of the Future - Middle East & Africa
News Center

ENOC > Media Centre > News Releases > Press release
detail

Dubai Electricity and Water Authority (DEWA) | DEWA
is first utility in the world to work with Microsoft to
utilise quantum computing and benefit from Azure
cloud computing

Responsible AI Principles and Approach | Microsoft AI

Emirates Group offers future leaders a window
to the world in collaboration with Microsoft
(theemiratesgroup.com)

49



GOVERNMENTS

M soese

JOIN THE CONVERSATION

DOOODMO @WorldGovSummit
www.worldgovernmentssummit.org



