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Generative Al has enthralled tens of millions of people in the UK
over the last year. This is a remarkable achievement for a technology
with almost no awareness in mid-2022. Within seven months of the
launch of the most commonly known Generative Al tools, half of UK
respondents were aware of it (52 per cent), a quarter had used it

(26 per cent) and about ten per cent were frequent (weekly or more)
users. Four million people had used it for work and a similar number
had used it for educational purposes.

Generative Al's usage as of mid-2023 is mostly via text generation
tools such as ChatGPT, Google Bard and Bing Chat, and image
generation applications, such as DALLE, Midjourney, Stable
Diffusion and Adobe Firefly. In response to a few words in a prompt
bar, generative Al tools can create a: management summary,

a one-thousand-word essay, software code, a legal document,

a high-quality image, a painting in the style of a renowned artist,

a poem with every line beginning with a ‘p’, and much, much more.
All served up within a few seconds.

It can feel magical. A first experience of generative Al is for many

akin to the 'honeymoon period’ that characterises the start of

a relationship,' at which point blemishes may be overlooked, and
positives boosted. But this phase is only temporary: pragmatism soon
inexorably asserts itself, especially in a business context.

In the UK market, we are arguably nearing the end of the honeymoon
period and entering a focus on productivity. There is a significant
foundation of those that have used generative Al, but, a large
proportion of users have only dabbled with generative Al, and
dropped it after a few tries. For generative Al - or indeed any
successful technology - to thrive, tools need to be sufficiently useful to
warrant repeat behaviour.
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Generative Al has been used by 13 million people (or
26 per cent) in the UK

As with most technologies that burst into the public's consciousness,
Generative Al, whilst novel, is not brand new: a crucial component,
the transformer, was introduced six years ago.? What has inflected is
ease of use. The user interface has been simplified - for example via
integration into existing tools such as search engines, or graphics and
editing tools - such that most people with connectivity and a device
(99 per cent of our sample) could readily access large language models
and diffusion models. Newer tools like ChatGPT, Bard and Firefly offer
a familiar-looking, easy to use interface, and do not require expert
knowledge to use. Sign-up takes minutes and most tools do not (yet)
require payment, despite significant underlying costs.

Across the UK, about half (52 per cent) are aware of a Generative Al
tool (see Figure 1). As with most new technologies, awareness skews
higher among the younger, those on higher incomes and males.
Half of those who are aware of generative Al have used it, equal to
26 per cent of respondents. This is an impressive proportion given
that very few of this group would have used any such tools prior to
November 2022.
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Figure 1. Half of people (52%) in the UK are aware of Generative Al

Question asked: Which Generative Al tools have you heard of? [List, Another
Generative Al Tool]

52% of people are
aware of Generative Al

Age Household income

65-75 £75,000 or more

55-64 £50,000 - £74,999

45-54 £40,000 - £49,999
35-44 £30,000 - £39,999
2534 £13,500 - £29,999

16-24 Up to £13,499

Source: Deloitte Digital Consumer Trends 2023, UK

Weighted base: All respondents aged 16-75 years, (4,150); Age 16-24 (576), 25-34 (754), 35-44 (722),
45-54(735), 55-64 (716), 65-75 (647); Household Income up to £13,499 (534), £13,500-£29,999
(1041), £30,000-£39,999 (526), £40,000-£49,999 (492), £50,000-£74,999 (573), £75,000 or more (473),
excludes those who did not prefer to answer (386)

Of the 26 per cent who have used Generative Al (see Figure 2), 37 per
cent do so at least weekly, but 14 per cent use it less than monthly,
and, notably 30 per cent have only used it “once or twice to try”.

A further 14 per cent have used less than monthly, which implies less
than 10 uses ever at the time the survey was fielded in May and June
of this year. The high proportion of regular users - almost two out of
five — is a positive. But the 30 per cent who have used just once or
twice is an indication that the tool remains nascent and is not yet of
utility to all users.
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Figure 2. Around a third (37%) of Generative Al users do so at least weekly

Question asked: [List, Another Generative Al Tool]; Which of the following best
describes your use?

26% of all people have used Generative Al

ﬁ 9% at least daily

o 28% at least weekly

o—— 18% at least monthly

14% less than monthly

30% used it “once or twice to try”

@ Used Gen Al (26%) @ Aware of, but never used Gen Al* (26%) Not aware of Gen Al* (48%)

Source: Deloitte Digital Consumer Trends 2023, UK

Weighted base: All respondents aged 16-75 years (4,150), who are aware of any Gen Al tool (2,178),
used Gen Al (1,096)

* Includes respondents who selected “Don’'t Know”, to awareness (4%), and usage (1%)
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Four million people have used Generative Al for work

A major driver of generative Al's allure in its early days with its
potential to automate cerebral processes. Technology has long been
used to automate multiple mechanical processes, from chopping

up vegetables to moving objects up and down buildings at speed.
Technology can simplify relatively straightforward cerebral tasks, from
calculation to basic voice recognition. However, the ability to create
text or image-based outputs - that could take hours of work - in
response to a few words of prompt is disruptive and deeply alluring.

Generative Al's promise is to upend and automate multiple aspects of
workflow, including, among many examples: creating marketing copy
(including social prompts),® editing legal contracts,* coding software,®
or acting as a customer touchpoint, for example within a chatbot.®

Generative Al is nascent, fallible and there are still questions about
ethics. As such it has been banned from being a co-author in
academic journals,” hallucinated case law that does not exist,® used
to cheat in examinations,” used to write malware, '® and prohibited by
many organizations."

Even so, 32 per cent of respondents report having used Generative

Al for work - equivalent to 4 million people in the UK (see Figure 3).
Most likely, much of this use whilst well-intentioned and unsanctioned,
may have taken place without adequate governance, in companies
which might not yet have formulated an internal policy on usage.?
Fewer still may have a code of conduct for suppliers.” There are likely
to be millions of generative Al outputs created by workers in the UK
that are already in the public domain.
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Figure 3. 4 million people in the UK have used Generative Al for work

Question asked: Which of the following purposes have you used any Generative
Al for?

8% o al people have used Generative Al for work

70% for personal use
o/ P

o——— 32% for work purposes

N 34% for educational purposes

8% for another reason
3% can't remember

@® Used Gen Al (26%) @ Aware of, but never used Gen Al* (26%) Not aware of Gen Al* (48%)

Source: Deloitte Digital Consumer Trends 2023, UK

Weighted base: All respondents aged 16-75 years (4,150), who are aware of any Gen Al tool (2,178),
used Gen Al (1,096)

* Includes respondents who selected “Don’'t Know”, to awareness (4%), and usage (1%)
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Consumers who have used Gen Al are more ignorant
about its flaws

In our survey, respondents had used many types of Generative Al,

but were most familiar with Large Language Models, such as GPT-4,
the model underpinning ChatGPT, or PaLM, the model underpinning
Bard. LLMs work by estimating the probability that words will appear
in a certain sequence. However, these models can make the wrong
prediction, an output also known as ‘hallucination’. LLMs can serve-up
sentences which are both factually incorrect and plausible to some
readers. Users may lack the context or knowledge to be able to readily
identify an impeccably presented (in terms of format, spelling and
grammar) but wholly inaccurate response.

Our research found that a significant proportion of respondents
were unaware of potentially inaccuracies. Of those who have heard of
Generative Al, 28 per cent believe that it is always factually accurate,
and 26 per cent believe it to be unbiased. However, among those that
have used it, more people think it is factually correct (43 per cent)
and more (38 percent) think it unbiased (see Figure 4). Among those
who have used Generative Al for work, over half (55 per cent) believe
it is always factually accurate. A significant number of people using
Generative Al for work may inadvertently be creating outputs that
include errors.

There are multiple potential approaches to mitigating the impacts
of hallucination. Using plug-ins or private data sets is another.

Over the coming months, a lot of the focus on generative Al may be
on managing risks, including optimising for accuracy. (see our report
“The role of enterprise risk management in generative Al").



https://www2.deloitte.com/uk/en/pages/deloitte-analytics/articles/the-arrival-of-generative-ai.html?nc=42
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Figure 4. Respondents who have used Generative Al are more likely to be
unaware of its flaws

Question asked: To what extent do you agree with the following statements?
“Generative Al always produces factually accurate responses”; “Generative Al
responses are unbiased”

Generative Al always produces factually accurate responses

iic

Agree Neither, or Don't know Disagree

Generative Al responses are unbiased

Agree Neither, or Don't know Disagree

® Aware of Gen Al Used Gen Al @ Used Gen Al for work

Source: Deloitte Digital Consumer Trends 2023, UK

Weighted base: All respondents aged 16-75 years, who are aware of any Gen Al tool (2,178), used Gen
Al (1,096), used Gen Al for work (347)
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Gen Al and its impact on jobs

As with most emerging technologies, there are fears among the public
about the impact on jobs. If, for example, technology can automate
the creation of legal contracts or the compilation of software code, will
a country's workforce require fewer lawyers and developers?

In our survey, the majority (64 per cent) who have heard of Generative
Al believe it will reduce the number of jobs available. Almost half (48
per cent) are concerned that it will replace some of their role in the
workplace.

In the history of technology - which in some aspects the history of
economic change over the last 200 years - job creation has in the long
run been more likely than job destruction.” In the short run however,
some job roles will likely disappear, and historically retraining affected
workers can take years or even decades.

Several academic papers have claimed a link between Generative Al
and productivity, but these are typically based on lab experiments,

in which test subjects are given specified tasks to complete in

a controlled environment.'® In the real world, jobs are more complex
and are not based entirely on discrete tasks. Software developers,
for example, often spend less than a third of their working hours
writing code (this is the part of their role that Generative Al might
automate). They need time to check documentation (which explains if
code should be written in a certain way), understand how applications
are linked, check security concerns, ensure compliance, and more.
Good developers do not just create software - they need to deal

with the administrative burden that comes with organising an entire
software development lifecycle.

10
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The bottom line: Getting ready for Generative Al’s
next chapter

Within a year of Generative Al's arrival in mainstream discussions,'” the
'honeymoon phase’is concluding. The next phase will focus far more
on completing pilots, launching and scaling services, adding value,
mitigating risk and understanding regulatory frameworks.

There are multiple ways in which organisations and vendors can
prepare for the coming year, including the following.

* Identify case studies: Propagate usage to identify case studies.
Productive workers will tend to seek out technologies that make
them more productive, and this has likely been a common (but not
universal) motivation for using generative Al. When looking at the
application of generative Al, companies should balance pragmatism
with ambition.

* Manage risk to enable deployment: Usage of almost any
technology creates new vulnerabilities, but companies can mitigate
this via pre-emptive training courses as well as the provision of
sandboxes for safe experimentation. Companies should ensure that
usage of generative Al tools within their workforce does not result in
sensitive data, financial documents, customer details, or proprietary
code being inadvertently shared with Al platforms.

* Understand and address employee concerns: Employers should
be sensitive to the fears that new technologies like generative Al can
cause among the workforce. Explanations on how the technology
works, including guidance on its limitations, are likely to be helpful.

* Invest in skills: Employers should also consider what new roles
may be needed, or what existing roles may need further training.
A ‘prompt engineer’ is skilled at the precise form of words required
to generate a certain output.'® This may be a standalone role or an
additional capability for an existing researcher, or coder or designer.
Over the course of the next year, the job description of a prompt
engineer will likely evolve.
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Consider private as well as public models: In fields like law, broad
LLMs may not deliver the factual accuracy and precision needed.
But specially trained models, that can specifically reference case
law, and cite sources, might provide a more viable tool.”” Further
companies may consider using hybrid LLMs which vary private and
public data sets according to the task.

Consider the competition: Clients will always expect their
suppliers to innovate, so as to deliver more value. They will expect
their suppliers to consider all new technologies that can increment
productivity. Doing nothing may be perilous.

Vet suppliers proactively: The most important generative Al
vendors may be both established vendors as well as start-ups.

Scalable solutions: Propagate case studies that focus on industry
verticals, to identify scalable applications that might be applicable to
many clients in one sector.

Optimise the user interface: Generative Al's success will depend
on ease of use, and over the coming year, the most successful tools
will have the optimal balance of accessibility and functionality.

Considering pricing: Potential customers will soon start asking
about potential fee structures. Vendors should consider underlying
compute costs as well as IP costs.

Mitigate hallucination: Over the coming year there is likely to be
increasing focus on the efficacy of generative Al. Customers for
generative Al will increasingly be looking to identify examples of
where tools are consistently able to deliver value. A large part of
being valuable will be about accuracy.

Signpost possible risks: As our research has shown, a large
proportion of users are not aware of the likelihood of error.

User interfaces should guide clearly on when responses delivered
may include errors.

Anticipate regulation: Generative Al will operate within existing
regulatory frameworks such as the Al Act in the EU, and also more
general regulation such as GDPR. Vendors should understand how
this regulation’s various principles may shape applications.
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