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Research scope




Trust in generative Al research - research overview

Research aim:

« To assess levels of trust in GenAl and readiness to use GenAl tools among consumers and
employees

Impact:
« To build Deloitte’s reputation and eminence around the topic of Trust and Al
« To support initiatives around Trustworthy Al

« To support client conversations around GenAl

Methodology:
« Nationally representative survey of 2,760 Dutch consumers and employees

« Part of a wider survey of 30,000 respondents across 11 European markets




Key findings
Dutch data
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Demographics - Netherlands sample (N=2,760)

Gender Age Education Industry

m Male = Female m Graduate m Non-graduate

)

34% Others 25%

Consumer 24%

Life sciences & health

e R

16-24 2534 3544  45-54  55-75 care -
(N =2,760) (N =2,760) (N =2,760)
Energy, resources &
industrials
Organisation size Job level Employment
m Employed Government and
Not employed . .
= Small (<50 Senior public services
employees) management 9%
®m Medium (50- Financial services [T
250 Middle 39%
employees) management >
m Large (250+ .
employees) Technology, media & 2%
Non- telecommunications
52% Full  Part
management . )
time time
(N =1,599) (N =1,492) (N =2,445) (N =1,694) (N=1,662)
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Setting the scene: GenAl awareness, use, frequency and confidence

Awareness:
« ChatGPT is the most widely recognised tool (60% of Dutch respondents have heard of ChatGPT)
« 35% of respondents are not aware of any GenAl tools

:
:
?

Type of use: Of those respondents who are aware and have used any GenAl tools:
* 71% have used GenAl for personal activities
* 42% have used GenAl for work activities

Top uses:
« Personal: generating ideas (45%), general search / looking-up information (41%),
*  Work: generating ideas (45%), summarizing text (43%)

Frequency of use:
« A third of respondents use GenAl at least once a week for both personal (32%) and work purposes (35%)

Confidence:
« 74% of respondents say they are confident in using GenAl (with 18% saying they are very confident)

e
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Trust in generative Al

The majority of Dutch respondents who are aware and use GenAl agree that it can enhance
business products, create better work experiences and benefit society

European average

m Strongly agree m Tend to agree m Neither agree nor disagree m Tend to disagree m Strongly disagree m Don't know m Agree Neutral m Disagree

EffeCt'VE_! use of Aware and use 41% 25% B98% 26% 12%
generative Al by
businesses and

N

Base: Aware and use GenAl (N =1,171) | Aware and do not use GenAl (N = 624)
Q7. To what extent do you agree, or disagree, with each of the following statements?

Aware and use

Generative Al can help
businesses improve their

products or services
Aware and do not use

Generative Al can create
better work experiences
for employees (e.g. by
automating routine
tasks, etc.)

Aware and use

Aware and do not use

individuals in my country
will benefit society Aware and do not use

B e
Benefits
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Trust in generative Al

Over half of generative Al users believe its usage would rise with government regulation
and a similar percentage trust both businesses and the government to handle it
responsibly

Base: Aware and use GenAl (N =1,171) | Aware and do not use GenAl (N = 624)
Q7. To what extent do you agree, or disagree, with each of the following statements?

m Strongly agree Tend to agree

| trust businesses and
organisations to use
generative Al tools
responsibly

Generative Al would be
used more in my
country if it was
properly regulated by
the government of my
country

| trust the government
in my country to
effectively regulate the
use of generative Al for
businesses or
organisations

Aware and use

Aware and do not use

Aware and use

Aware and do not use

Aware and use

Aware and do not use

Neither agree nor disagree m Tend to disagree m Strongly disagree ® Don't know m Agree Neutral

European average

B Disagree

37% 23% 22% 25%

-~ S, LR
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Trust in generative Al

More than half of generative Al users agree that it produces reliable and accurate results

N

Base: Aware and use GenAl (N =1,171) | Aware and do not use GenAl (N = 624)

Q7. To what extent do you agree, or disagree, with each of the following statements? European average

m Strongly agree m Tend to agree = Neither agree nor disagree m Tend to disagree M Strongly disagree m Don't know m Agree Neutral B Disagree

Aware and use 42% 26% 499 25% 15%

Overall, I think
generative Al produces

reliable results
Aware and do not use 27% 35% 9% | 6%

I
31% 32% 11%

Aware and use 40% 26% 25% 17%

Overall, | think
generative Al produces
accurate results

Aware and do not use

B e
Reliance
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Trust in generative Al for specific personal use|scenarios

More than half of respondents who use generative Al trust its results for personal (lower-
risk) use cases

N

Base: Aware and use GenAl (N =1,171) | Aware and do not use GenAl (N = 624)
Q10a. Now thinking about how you could personally use generative Al for different purposes. To what extent would you
personally trust the results produced by generative Al in each of the following scenarios? urope€an average

m A great deal A fair amount ® Not very much m Not at all ®m Don't know m Not applicable m Significant amount ® Low amount m N/A

o I
]
s EEEEEE)
o
I
w IR

Recommending financial products (e.g. bank Aware and use

or building society accounts, investments,
etc.) tailored to your needs Aware and do not use

o ) Aware and use
Recommending insurance companies based

on your household or personal claims history
Aware and do not use

Providing you with personalised assistance
regarding questions about public services
(e.g. tax returns, claiming benefits, organising
your council tax, etc.) Aware and do not use

Aware and use

Aware and use
Generating summaries of news articles for

you to read
Aware and do not use

e o A N
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Trust in generative Al for specific business use scenarios

Generative Al users trust its results for business (higher-risk) use cases to a lower extent |
than personal use cases A

\\\“\YRhhuy

N

Base: Aware and use GenAl (N =1,171) | Aware and do not use GenAl (N = 624)
Q10b. Now thinking about how businesses and organisations could potentially use generative Al. to what extent, if at all, would _
you personally trust the results produced by generative Al in each of the following scenarios? European dverage

m A great deal A fair amount m Not very much m Not at all ®m Don't know m Not applicable m Significant amount ® Low amount = N/A

- DD e
e
- D s

Journalists using generative Al to write news
articles that you may read

Insurance companies using generative Al to
determine the cost of your insurance policy by
taking your financial risk profile into account

A government department using generative Al
to determine your eligibility for social welfare
programs (e.g., unemployment benefits,
housing assistance, etc.)

Banks using generative Al to assess your
eligibility to obtain financial credit when
applying for loans or mortgages

B o

L o L
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Concerns about generative Al use personally

Base: Aware and use GenAl (N =1,171) | Aware and do not use GenAl (N = 624)
Q11. How important, or not, would each of the following factors be to you personally, when deciding whether to trust generative Al? Euro pean average

’ Data privacy and security are crucial for building trust in GenAl

m 1 - Extremely important 2 3 4 - Neutral 5 E6 ®m 7 - Not at all important ® Don't know

19% 14% 13% 9% .aa
16% 9% 15% 5% I
21% 19% 17% 11% .i
20% 15% 13% 5% .
24% 19% 17% 12% .i".
22% 22% 18% 12% .i
21% 17% 21% 5% .i. 6%

® Important Neutral m Not important

Aware and use 13% 18%

Knowing that my data
would be kept private

and secure Aware and do not use 12% el

Aware and use

The degree of human 18% 19%

control in the final
outcome

Aware and do not use 15% 11%

Aware and use 18% 19%

Proven track record of

accurate outcomes

Aware and do not use 20% 11%

Aware and use 19% 21%

Understanding how the
generative Al tool

arrived at its outcome

Aware and do not use 20% 12%




.

N

’II/////I___'ﬂ\\\\\\\\\

LR AN " N

L~ N, LR

Concerns about generative Al use
l Respondents are concerned about GenAl risks like deepfakes, misinformation, and security,
Base: Aware and use GenAl (N =1,171) | Aware and do not use GenAl (N = 624)
Q14. When thinking about the potential impact of generative Al on our society, how concerned, or not, are you about each of the European average
following? —— i el © e
m 1 - Extremely concerned m2 3 4 - Neutral 5 m6 m 7 - Not at all concerned m Don't know m Concerned Neutral ~ ® Not concerned
The use of deepfakes (i.e., Al-generated media that Aware and use 18% 14% C 5% | | 15%
realistically and falsely depicts events and/or people) Aware and do not use 1% 12% 6% Zill 13%
Spread of misinformation or dissemination of fake Aware and use 17% 17% 10% | EANNE 16%
news Aware and do not use 13% 14% 5% ZAN 12%
_ . Aware and use 21% 19% P 5% ] | | 17%
Misuse of personal data / data privacy concerns
Aware and do not use 18% 14% 6% CZIH 13%
: o Aware and use 20% 19% U 7% | | | 17%
Increase in security risks (e.g. cyber-attacks, etc.)
Aware and do not use 17% 15% 5% 7l 14%
. . . Aware and use 23% 21% R 6% || | 19%
Making decisions based on inaccurate results
Aware and do not use 18% 16% 7% 71l 15%
Reliance on generative Al tools, reducing human Aware and use 24% 25% PN 6% | | | 21%
control Aware and do not use 23% 18%  4%zIl 15%
. . . Aware and use 25% 19% EVR 5% | | 21%
Making decisions based on biased results
Aware and do not use 15% 19% 6% Tl 17%
] ol i tellectual o right Aware and use 21% 25% kA 8% [ | | 22%
ess control over intellectual property rights
ProperiyTie Aware and do not use 19% 22% 8% EANE 20%
Increased use of generative Al reducing the Aware and use 18% 24% 17% [ 11% [ || 21%
number of jobs available Aware and do not use 18% 29% 0 6% | | | 61% 19%
. , e Aware and use 22% 26% VR 10% | | 46% 25%
Increase in inequality and societal divisions
Aware and do not use 16% 29% A% | | 55% 23%
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Setting the scene: Organisational policy on generative Al, adoption patterns, investment
strategies, and training & satisfaction for work-related use

Organisational policy on generative Al:

+ 35% of respondents say their company promotes generative Al use at work

« 29% state their company allows but doesn't promote generative Al use

«  21% report their company has no formal policy on workplace generative Al use

:
:
?

Adoption patterns and investment strategies for generative Al tools:
« Half (51%) of respondents use free external GenAl tools
* One-third (33%) respondents access GenAl tools through organisation-funded accounts

* Nearly one-fifth (18%) respondents use GenAl tools owned by another company that they access with an account
paid for personally and a same proportion (18%) use tools developed in-house or by third-party developers

Training and satisfaction on generative Al for work purposes:

« Among employees who use GenAl tools developed in-house or funded by their organisation for work purposes:
« 38% report their organisation provides hands-on workshops, webinars or demos
* 36% are provided with training focused on the ethical and responsible use of GenAl tools
« 35% receive practical advice on integrating GenAl tools into their work processes

g

« Among employees with GenAl training access, 75% are very satisfied with the training quality.

HIIRWNAALA T "N TNy W~ /Yy &



rIll/////II |

Top benefits of using generative Al for work purposes

Significant improvements in efficiency, quality, and innovation are the top three benefits
perceived by employees using generative Al at work

Base: Aware and use GenAl for work purposes (N = 403)

Q19. Which two or three of the following, if any, do you personally think are benefits of using generative Al tools for work
purposes?

European average

Being able to complete my tasks faster
Providing ideas/information that | wouldn't think of otherwise

Improving the quality of my work

Helping me with tasks I'm not that good at doing (e.g., excel
formulas, coding, etc.)

Being able to complete more tasks during my working

day/week 22% 24%

Freeing up time for me to work on other tasks | prefer 21% 26%
Helping me develop my skills 19% 23%

Identifying issues or opportunities that | might have missed 18% 21%

Enhancing the perception of my performance to managers or
colleagues

8% 13%

I do not think there are benefits in using Generative Al tools

0 0
for work purposes 2% 1%

Don'tknow = 204 2%
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Agreement with generative Al statements

Among employees using GenAl tools, nearly two-third actively leverage them for skill development,
career sustainability, and new job opportunities

8

| am excited about the opportunities Generative Al can
provide in my job

49% 16% E%
46% 20% !i

Base: Aware and use GenAl for work purposes (N = 403) \
Q20. To what extent do you agree, or disagree, with each of the following statements?
European average
m Strongly agree Tend to agree Neither agree nor disagree m Tend to disagree m Strongly disagree m Don't know u Agree Neutral m Disagree
| want to develop skills to better use Generative Al tools 47% 17% I: 17% X4

20% 9% ’
21% 9%

27% 14%

| believe that using Generative Al tools effectively will help
me stay relevant in my career

My company is transparent about the impact of Generative
Al on my role

| receive too many communications about using generative

0,
Al from my organisation 22%

26%

Generative Al makes it more difficult to distinguish my own

0, 0,
contribution at work 26% 30%

e o A N
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Impact of generative Al in next 2 years

Most GenAl users believe that in the next two years, GenAl will make their jobs easier (77%) and more
enjoyable (77%)

Base: Aware and use GenAl for work purposes (N = 403)

. R . 0o
Q21. In the next 2 years, how likely, or not, do you think it is that generative Al will...7 European average

m Very likely m Fairly likely m Not very likely m Not at all likely m Don't know m Likely m Unlikely

Make my current job more
. 3%| 5% 73% 23%
enjoyable
Ry e e -—-

Have no impact on my current
. 20% 6% 45% 49%
job at all
Replace my current job
. 46% 1 32% 65%
entirely
Make my current job more
s 27% 4% 31% 65%
difficult

7S S L
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Approved vs non-approved use of generative Al

More than half of those familiar with GenAl report that employees in their country often use these
tools for work without explicit employer approval, a sentiment stronger among users than non-users

8

of Gen Al
Base: Aware and use GenAl (N =1,171) | Aware and do not use GenAl (N = 624)
Q23. In your opinion, how many employees in your country use generative Al for work purposes without their employer explicitly _
approving its use? European average
B A great deal A fair amount m Not very many m None at all m Don't know m Significant amount ® Low amount ® Don't know

o H ’
Aware and do not
Use 3% 28% 4% 32% 27% 35% 38%

e o A N
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Top reasons for non-approved use of generative Al for work purposes

The primary reason why employees use non-approved GenAl tools is to boost productivity,
with this sentiment equally shared among both users and non-users

A Y

Base: Aware and use GenAl (N =986) | Aware and do not use GenAl (N = 399)

Q24. Thinking about instances where employees use generative Al for work purposes without their employer explicitly approving
its use. Which, if any, of the following reasons best describe why you think they do it?

European average

B Aware and use m Aware and do not use B Aware and use ® Aware and do not use
It helps them in their jobs (e.g., improves their productivity 48% 49%
or job performance) 49% 49%
. - . 45% 38%
They don't see any risks in using these tools 49% 43%
They believe their employers cannot check if they use Gen 32% 34%
Al tools for work 38% 35%

0,
Lack of clarity in their company policy Al

25% 27%

27%

Lack of awareness of their company policy 26%
()

25%

To explore new tools and stay ahead of advances in 25%
technology 21

Perception that Gen Al use is widespread in their work 17%
environment 14%

23%
17%
20%
15%

There are no approved tools / approved tools aren't as 20%
good

0o

N EM®
X
fo)
x
x
x
N
2
R
-
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x
N
@
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Don't know

N fth
one of these 5%
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Organisational policy around generative Al

Among those aware of Gen Al, 35% of Dutch employees report that their company actively
encourages the use of generative Al for work purposes

Base: Aware and use GenAl for work purposes (N = 403)
Q16. Thinking about the use of GenAl tools for work purposes, which, if any, of the following statements applies to your company

about the use of generative Al tools for work purposes?

European average
My company encourages the use of Gen Al for work
purposes

My company does not encourage the use of Gen Al for
work purposes but allows employee(s) to use it

My company does not have a policy or guidance about the
use of Gen Al for work purposes

| don't know if my company has a policy or guidance on
using Gen Al tools for work purposes

My company discourages the use of Gen Al for work
purposes

Prefer not say 1%

My company does not allow the use of Gen Al for work
purposes

%

s Sf LLSLS



Adoption patterns and investment strategies for generative Al tools

Among those using Gen Al, half of the Dutch respondents report utilising free GenAl tools provided by
external companies

Base: Aware and use GenAl for work purposes (N = 403)
Q15. Which, if any, of the following statements describe the generative Al tools you have used for work?

Generative Al tools owned by another company that
are free to use

Generative Al tools owned by another company that |
access with an account paid for by my organisation

‘In house' Generative Al tools which my company
developed / paid a third party to develop

Generative Al tools owned by another company that |
access with an account paid for personally by myself

Don't know
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Awareness of generative Al tools

' Among Dutch respondents aware of GenAl tools, 9 out of 10 report being familiar with Chat
' GPT, regardless of whether they use GenAl or not

Base: Aware and use GenAl (N =1,171) | Aware and do not use GenAl (N = 624)
Q1. Which, if any, of the following generative Al tools are you aware of?

European average

m Aware and use m Aware and do not use m Aware and use  m Aware and do not use

ChatGPT AL

Snapchat 'My Al' —

Google Gemini (previously known as Bard) / Duet 38%

Al

0,
Microsoft Copilot 35%

Another Generative Al tool (e.g., TikTok Creative
Assistant, Stable Diffusion, Adobe Firefly, etc.)

'_\l

N

g I
N
o
X

Github Copilot

3%
DALL-E
Midjourney 5%
E

Anthropic Claude

1%

~ s S L L LS



Type of generative Al use \

Among those aware of Gen Al, 71% have used it for personal activities, while 42% have
used it for work-related tasks \

Base: Aware and use GenAl (N =1,171) \ ‘1
Q3. Have you ever used any generative Al tools, or not?

Both personal and work use

Yes, for personal activities

Yes, for work activities

Yes, for educational activities

Yes, for other activities
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Frequency of generative Al use

once a week for work purposes (35%) while a third have used it for personal purposes

Base: Aware and use GenAl (N=837 - Personal purposes | N=496 - Work purposes | N=332 - Both personal and work use)

/ Q4. You mentioned that you have used generative Al tools. Which of the following describes how often you typically use it for...? European average

’ Of those who use Gen Al, a little more than a third of Dutch respondents use GenAl at least
’ (32%

m Work purposes Personal purposes m Work purposes Personal purposes

1 I
e =
: At least once a day :
: 8% 12% :
: i
| i
: 35% 33% ;
. At least once a week :
i 32% 30% ;
1

) R | i

At least once a month
22% 22%

13% 12%
Less often than once a month

\ 19% 16%
\ 9% %

=
o
S

| used it once or twice
18% 20%

LIRS AAL T " N TNy W~ 7Yy &
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Use cases of generative Al

Generating ideas and general searches or looking up information are the primary use of
GenAl for work purposes (45%) and personal use (45%) respectively

Base: Aware and use GenAl (N=837 - Personal purposes | N=496 - Work purposes | N=332 - Both personal and work use)

Q5. For which of the following tasks do you typically use generative Al tool(s)?

Generating ideas

General search / Looking-up information

Summarising text/reports/articles

Generating images (e.g., artwork, photos, etc.)
Creating /editing written content (e.g., emails, reports, social...

Translating content / documents into a different language

Analysing data

Writing code (e.g., Python, Java, HTML, etc.)

Creating /editing video content

Creating slides / presentations

3D visualisations (i.e. realistic visualisation of objects in 3D)
Creating /editing audio content (e.g., music, voice...

Agenda planning / Planning activities

Recording / transcribing meeting notes

® Work purposes

36%

29%

19%
27%

36%

23%
20%
17%
- 16% ]
10%
9%
8%
8%
8%
7%

4%

LR AN " N

Personal purposes

European average

® Work purposes Personal purposes

- 40%|
40%
47%
27%
[ 23% |
29%

37%
25%

30%
27%

29%

17%
19%

11%

13%
12%

19%
10%
10%
8%
11%
11%

17%
11%

16%
7%
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Confidence in using generative Al

3 out of 4 European respondents report being very or fairly confident in using GenAl tools

Base: Aware and use GenAl (N =1,171)

Q6. On balance, how confident, or not, are you in using generative Al tool(s)? European average

Very confident

Fairly confident 56% 54%

Not very
confident

Not at all

confident 0

Don't know [l

e o A
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Training on generative Al for work purposes

Among employees using in-house or organization-funded GenAl tools, more than a third say they
have received training

Base: Aware and use GenAl (N = 177)

Q17. Which, if any, of the following types of training does your company provide for employees who use generative Al tools for
work purposes?

European average

Hands-on workshops /webinars / tutorials / live demos

Training on ethical/responsible use of Generative Al

Practical advice on how to integrate Gen Al tools for work
purposes

Technical training (e.g. how to write prompts, etc.)
A user manual
My company does not provide any training at all

Another type of training

Don't know

xR
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Training on generative Al for work purposes

Of those employees who have received any type of GenAl training, 75% report high satisfaction with
the training quality

N

Base: Aware and use GenAl (N = 140)

Q18. Overall, to what extent are you satisfied or dissatisfied with the
quality of the training that your company / employer has provided on uropean average

generative Al tools for work purposes?

Fairly satisfied 52% 50%
Neither satisfied nor dissatisfied 18% 14%
Fairly dissatisfied

Very dissatisfied 1%

° -
-

e o A



Responsibility for developing generative Al skills

Nearly half of GenAl users view upskilling as a shared duty

Base: Aware and use GenAl for work purposes (N = 403)

Q22. Who, if anyone, do you think should be responsible for developing your skills to use generative Al tools for work purposes in

the following scenarios?

m In my current role

The government of my country

Business sector regulators

The Generative Al platforms itself (e.g.
ChatGPT, Microsoft, Google etc.)

None of these

Don't know

®m In a new role | choose to take

® In a new role, if my current one is replaced by Generative Al

European average

,
E ®m In my current role
4%
® In a new role | choose to take
6%
Zk.] ® In a new role, if my current one is
[ 9% | i
replaced by Generative Al
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