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In 1983 the 
BBC made me 
a computer…



Fast forward 43 
years



I’ve never been 
more excited



(or terrified)



10
tips to help manage AI 
vertigo



01
AI Agents could herald as big a 
change as the internet



What is an AI agent?

AI chatbots answer your questions

AI agents take action on your behalf











(BTW, AI agents will join up 
government long before government 
joins up government)



02
A tech revolution like this causes two 
waves of change.



First wave

Improve how your org does 
what it currently does

Second wave

Reinvent what your org 
does, given people’s new 
behaviours and 
expectations



Surfing the second 
wave matters most.



BBC missed 
the second 
wave of 
digital



Even though 
they saw it 
coming



03
Watch for changes to people’s 
expectations & behaviours more 
closely than you watch the tech.





04
How your customers use AI will 
matter more than how your own 
organisation uses AI.



Beware the wrong end of the telescope

Inside out

“How do we use AI to deliver 
services more efficiently?”

Outside in

“What happens when 
citizens use AI to engage 
with our services?”



05
The impact of AI won’t be uniform



The more a service is 
underpinned by 
information, the greater 
the likely disruption.



06
Friction no longer constrains demand

‘Managing demand’ by making it hard, boring or 
slow to apply for stuff is doomed.



Good riddance to the 
friction of the long form.

Move to proactive, data-driven services.



07
AI amplifies your current ways of 
working



Great teams get 
superpowers



Dysfunctional 
organisations get tied 
in knots



So stop the Copilot 
cosplay



08
Optimise for awareness and 
adaptability



08
Optimise for awareness and 
adaptability (above efficiency)





09
Play. With. This. Stuff.



A benefits calculator, its API and two chatbots
MISSINGBENEFIT.COM · MADE FEBRUARY 2026

MissingBenefit calculator and API
Made · Feb

BenefitBot
Chatbot · Feb

Voice app
Chatbot · Feb



WhenIsBins.com, for people and their AI agents
WHENISBINS.COM · MADE SEPTEMBER 2026

WhenIsBins.com
Website · Sep

API guide for AI agents
whenisbins.com/v1/guide



10
If in doubt, be bold.
The window for boldness will close.



Sadly, the 
BBC wasn’t 
bold enough 
to survive

Share of time spent watching video at home, 2025

BBC YouTube

16-34s
6%

23%

0% 15% 30%

Source: Ofcom.
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