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Background

Town Councils receive a wide variety of resident feedback daily — from 

minor maintenance requests to urgent safety concerns. Much of the 

current case-handling process relies on manual review, officer judgement, 

and follow-up, creating bottlenecks and inconsistency.

This project explores how a digital prototype enhanced with AI 

can support officers in handling resident feedback more 

effectively, while maintaining full accountability.



Disclaimer: Use of AI-Assisted 

Coding Tools

 The development of this prototype involved 
the use of AI-assisted coding tools, specifically 
Microsoft Copilot.

 Copilot was used as a support tool to assist in 
code generation, debugging, and refactoring 
during development.

 All system design decisions, architectural 
choices, and final code implementations were 
reviewed, validated, and controlled by the 
project team. 

 The use of AI was intended to enhance 
productivity and learning, not to replace 
human judgement or responsibility.



Prototype Scope & Data Disclaimer

 This project demonstrates a prototype using AI to 

improve efficiency and consistency.

 All cases, addresses, and officer actions shown are 

sample data for demonstration only.

 A real deployment would integrate with existing 

Town Council systems and databases, enabling a 

much more comprehensive and operationally 

accurate implementation.



Problem Statement

Existing feedback-handling processes face compounding challenges that reduce both officer effectiveness and resident 

satisfaction.

High Administrative Workload

Officers spend significant time on manual data entry and 

case interpretation.

Delays in Triage & Response

Without structured support, prioritising cases takes 

longer than necessary.

Inconsistent Categorisation

Case handling varies between officers, making reporting 

unreliable.

Limited Auditability

Actions taken on cases lack a clear, traceable record for 

supervisory review.



Project Objectives

01

Improve Efficiency

Streamline the handling of resident feedback end-
to-end.

02

Support Decision-Making

Give officers structured AI-driven guidance on 
each case.

03

Enhance Transparency

Ensure every action is traceable and auditable.

04

Responsible AI Use

Demonstrate accountable, human-centred AI in 
public sector governance.



How the Prototype Improves Efficiency

Automates Admin Tasks

Repetitive data-entry and categorisation steps are handled by 

the system, freeing officer time.

AI-Driven Suggestions

Officers receive real-time recommendations to assist 

interpretation and decision-making.

Unified Case View

A single interface shows the full lifecycle of every case, 

reducing context-switching.

Focus on Resolution

Officers spend less time on paperwork and more time 

resolving resident issues.



Prototype Demo



Officers can act on a pre-classified case in seconds rather than 
minutes.

Faster Case Triage

 AI automatically analyses resident 

feedback upon submission

 Suggests case category, priority 

level, and handling unit

 Reduces time spent on manual 

reading and initial sorting

 Enables officers to quickly assess 

urgency and case type

 Allows officers to focus on review 

and action rather than triage



Standardised Officer Actions & 
Case Tracking

Predefined Action Types

Officers select from structured actions, eliminating 

ambiguity and reducing inconsistency across the team.

Systematic Logging

Every status change is recorded automatically, creating a 

reliable audit trail for supervisors.

These features collectively improve consistency, oversight, and response time.



Standardised Officer Actions & 
Case Tracking

Visual Case Timeline

A chronological view shows all officer actions, AI 

involvement, and overrides — reducing duplicated effort.

Resident Notifications

Timely updates are triggered automatically after actions, 

with AI-assisted drafting for consistent tone.

These features collectively improve consistency, oversight, and response time.



SECTION 2: DEVELOPMENT

System Architecture & Development Approach

Development Principles

• Iterative, incremental feature development
• Clear separation between UI, logic, and AI layers
• Early workflow testing before AI integration
• Deployed on Streamlit Cloud for real-world simulation

Modular design supports future enhancement and scalability 
without rebuilding core components.



Key Functional Modules & Database Design

Submission Management

Resident submissions and attachments captured and stored.

Officer Dashboard

Unified admin interface for case review and action.

Case Workflow Tracking

Progress entries, officer decisions, and status changes logged throughout.

Notification Handling

Automated resident updates triggered at key case milestones.

AI Classification

Category, priority, severity, and guidance generated per case.

The database design supports full audit trails — critical for public sector accountability.



The Role of AI in the Prototype
AI was introduced to reduce officer workload, improve consistency, and support. 

Every AI recommendation is advisory; final decisions remain with officers at all 

times.

Classify

Category, priority, severity & handling unit suggested on submission.

Guide

Next actions, status changes, and escalation indicators recommended.

Communicate

Empathetic, consistent resident responses drafted automatically.

Govern

All AI actions logged; officer override recorded for accountability (e.g., officer 

may disagree with AI classification).



AI-Assisted Case 
Management

Intelligent decision support reshapes service delivery — responsibly, 

transparently, and with humans firmly in control.



AI Classification Function

When a resident submits a case, AI immediately analyses the text to surface structured recommendations — reducing manual triage time 

and improving consistency.

Case Category

Suggests the primary and sub-category based on the 

submitted text

Priority & Severity

Flags urgency level to help officers allocate resources 

appropriately

Handling Unit

Recommends the most appropriate team or department for 

assignment

Confidence Scores

Each suggestion includes a reliability indicator to guide officer 

judgement



AI Workflow Guidance
Contextual AI recommendations help officers navigate complex cases — without 

replacing their judgement.

All recommendations are advisory. Officers retain full decision-making 

authority at every step.

Suggested Next Actions

Tailored steps based on the 

current case context and history

Tracks Status Changes

Prompts officers when a status 

update is made

Escalation Indicators

Highlights cases that may require 

notifying relevant agencies



AI-Assisted Resident 
Communication

Drafting responses is one of the most time-consuming tasks in case 

management. AI reduces that burden while raising the quality of every reply.

Clearer, Empathetic 
Drafts

AI generates warm, professional 

responses tailored to the 

resident's concern

Consistent Structure

Ensures every communication 

follows an approved, readable 

format

Faster Routine Replies

Reduces time officers spend drafting standard responses — freeing 

focus for complex cases



AI Governance & 
Control
Responsible AI deployment in the public sector demands 

more than good intentions — it requires structural safeguards 

built into the system from day one.

Every AI action is explicitly logged. Officer overrides are 

captured in the audit trail. The human-in-the-loop design 

ensures no decision is taken without officer authorisation.

This governance model aligns with public sector 

accountability requirements and supports future 

compliance reviews.



Key Lessons Learnt
Three principles emerged consistently across the project — shaping both the design approach and the path forward.

Decision Support, Not 
Automation

AI delivers the greatest value when 

it augments officer capability — not 

when it attempts to replace human 

reasoning. Automation without 

context creates risk.

Transparency Builds Trust

Officers engage more confidently 

with AI suggestions when they 

could see confidence scores and 

understand the basis for each 

recommendation.

Governance Must Be 
Foundational

Accountability features cannot be 

retrofitted. Logging, override 

tracking, and audit trails must be 

designed in from the outset — not 

added as an afterthought.



Technical Lessons
Building and deploying the prototype surfaced practical insights that will directly 

inform the next phase of development.

1 Module Boundaries Matter

Clear separation between system 

components significantly reduced 

integration and deployment 

complexity

2 Cloud Deployment Is a 
Reality Check

Moving to a live cloud environment 

exposed real-world constraints not 

visible in local testing

3 Small Errors, Large Impact

Minor design inconsistencies — 

seemingly trivial — proved capable 

of causing significant runtime 

failures



Current Prototype Limitations

The prototype is a proof of concept. Understanding its boundaries is essential for any evaluation or transition to production.

System Limitations

Not Production-Ready

Requires further hardening 

before operational 

deployment

Single-Instance 
SQLite

Database architecture is not 

designed for concurrent 

multi-user environments

No Authentication Hierarchy

Role-based access control and user permission tiers are not 

yet implemented

AI-Specific Limitations

Prompt Quality 
Dependency

Output reliability is 

sensitive to how inputs are 

structured and framed

Edge Case Accuracy

Models are not fine-tuned 

on real operational data — 

atypical cases may yield 

lower accuracy

Bias & Monitoring Risk

Without continuous oversight, subtle biases may emerge and 

go undetected



Future System Enhancements

Operational Integration

Connect with Town Council core systems for seamless, end-to-end case 

handling

Reporting & Analytics

Enhanced dashboards to support performance monitoring and service 

improvement

Multi-Language Support

Enable residents to submit feedback in their preferred language, improving 

accessibility

Role-Based Access Control

Tiered permissions to enforce governance and restrict data access by role



Conclusion & the Path 
Forward
The roadmap ahead focuses on deepening AI capability while maintaining 
the governance standards that make it trustworthy in a public sector 
context.

This prototype demonstrates how AI can responsibly improve public 
sector service delivery — while keeping human accountability firmly at 
the centre.

Improved Model Tuning

Fine-tuning on real case data will materially improve classification and 
recommendation accuracy

Predictive & Proactive AI

Moving from reactive support to anticipating workload pressures and 
emerging service issues
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