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Digitalisation in the public sector



Thema 1
• We are only at the beginning of digitalisation—both in general and in the 

public sector—with a profound transformation expected over the next 
two to three decades. 

• Public administration and governance will increasingly rely on digital 
mechanisms: enabling more efficient implementation and control of rules, 
while offering greater potential to address individual needs. 

• AI—alongside robotics, demographic shifts, and innovations such as 
drone-based systems—is just the starting point of a much broader wave 
of transformative change.



Rethinking Digital Governance for a Liberal 

Democracy
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• Public digital services cannot simply replicate Big Tech 

models—especially not their monetization logic

• Europe must develop its own liberal, public-interest-driven approaches.

• Cities and governments need to define their future digital offerings: 
what constitutes digital public infrastructure, where to invest, and how to 
balance scope, access, and control.

• The key challenge is to build a liberal digital democracy that combines 
efficiency, transparency, and high-quality public services with the 
protection of individual freedom and without pervasive surveillance.



Europe’s Digital Future (in the era of AI)
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• 1 - Europe must invest in its own digital infrastructure to ensure 

technological sovereignty and align digital systems with public values.

• 2 - Cities can act as key drivers of European solutions by leveraging local 
domain expertise and scaling it into broader, cross-European approaches.

• 3 - Specialized AI and digital solutions offer significant innovation 
potential—future success will not be driven by large models alone, but by 
systemic innovation around AI and digital ecosystems.



Bringing Digital Humanism into Practice
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• Level 1: Digital humanism can be actively implemented through 
strategic system decisions—defining what to build, what not to build, 
and in which domains digital solutions should be applied.

• Level 2: It must be embedded in system design itself through 
deliberate ethical choices (e.g. data ownership and location, 
purpose-driven use of AI, and the impact on users).

• Level 3: Users and stakeholders need to be systematically involved in 
development and implementation processes, ensuring 
human-centered outcomes through UX, usability testing, and 
continuous feedback.



KICK Lab – AI Lab at Urban Innovation Vienna



Platform for AI solutions and AI 
applications in the city, public 
administration, and enterprises

• The Lab is a platform for the development, 
application, and implementation of AI in the 
City of Vienna and its broader ecosystem.

• Strong focus on human-centered design 
methodologies and network building.

• We guide our clients through the innovation 
process, from initial idea to proof of concept.

• We provide domain expertise, design 
capabilities, and process expertise. 

• Our network of (technical) partners 
complements the portfolio.

HUMAN TECH LAB



Project Examples



AI Strategy Development



AI Tool Development

Beratungs-Bot

PV-Förderungen

Heizsysteme

Raus aus Gas

Anderes Thema

Guten Tag, ich bin EBB, der Energie 
Beratungs-Bot. Welches Thema 

interessiert dich?



In a pilot project, UIV and the City of 
Vienna explore how AI tools can make 
citizen participation more accessible, 
inclusive, and efficient.

• Within a real-world participation 
process, citizens test two AI 
applications:

• Urbanist AI for visual co-creation of 
public spaces, and 

• Dembrane for multilingual 
documentation and AI-supported 
analysis of group discussions.

• The results are systematically fed 
back to the City of Vienna to 
provide an initial assessment and 
support informed decision-making.

Understanding and analysing people's opinions and ideas using AI
AI in Citizen Participation 



The KICK Lab showcases how digital services can be 
designed in an understandable, accessible, and 
human-centered way.

Advanced UX methodologies bridge applied 
research and real-world urban implementation. 

Collaboration with AIT – Austrian Institute of 
Technology: 

• advanced research infrastructure and tools for 
user-centered testing (e.g. UX lab, controlled 
test environments).

• Access to targeted user panels and diverse 
feedback formats (surveys, remote testing, diary 
studies).

• Comprehensive UX analytics including usability 
testing, eye-tracking, heatmapping, and 
biosensor-based insights.

Lab environment for user-testing
Testing digital services



AI Use Case Day & the City of Vienna’s AI Expert Pool
KICK Lab as platform for networks and exchange

Establishment and hosting of 
the City of Vienna’s AI expert 
pool.

including leading experts from 
TU Wien, FH Kiel, University of 
Oxford, MedUni Vienna, 
Charité Berlin, and others

Regular exchange formats 
with the City of Vienna to 
foster knowledge transfer and 
strategic alignment.

Generation of knowledge 
outputs, including studies, 
papers, and expert insights.

AI Use Case Day: a city-wide showcase of 
current AI developments

Interactive workshops with experts form 
departments and companies of the City of 
Vienna.
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