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Adopting AI with 
Confidence

Five dos and five don'ts for Member Agency leadership
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Matt Dronfield – Toynbee Hall



W H E R E  W E  A R E

Your clients are already using AI.

Many ask a chatbot about their debt before they ever talk to a 

counselor. The question is not whether AI reaches your agency. It is 

whether it arrives with guardrails.



Ten things to take back with you

FI VE  DO S FI VE  DO N'T S

Each do has a matching don't. If you only remember the pairs, you will avoid 

the problems we see most often.



DO

Start with the problem

Pick a real task that eats staff time, and say out 

loud what better would look like.

DO N 'T

Don't buy AI because it is AI

"We should be using AI" is not a plan. Know 

exactly what job you want it to do.



DO

Use a paid business 
account

Get it in writing that the vendor will not use your 

data to train its AI.

DO N 'T

Don't use free AI tools for 
work

"If you don't pay for the product, you are the product." 

Free tools can often keep the data you input.



DO

Know where client details 
are safe

Your teams handle client information all day. It 

belongs only in tools your agency has approved.

DO N 'T

Don't paste them 
anywhere else

Client information in an unapproved tools can 

lead to a data breach.



DO

Keep a person in the loop

A specific person reviews anything before a client, 

creditor, or regulator sees it.

DO N 'T

Don't let AI advise clients

AI can be confidently wrong and clients will act on 

what it says.



DO

Try it with one team first

One department, one task and agree up front 

what success looks like.

DO N 'T

Don't trust the sales demo

Ask how your data is protected, where it lives, 

and how you get it back if you switch.



I F  Y O U  R E M E M B E R  N O T H I N G  E L S E

Client details belong only in tools your 
agency has approved.

Everything else on your one pager follows from that.



I N  P R A C T I C E

How Toynbee Hall has adopted 
AI































Q U E S T I O N S

What's on your mind?
After today, email us your question, draft policy, or vendor 

shortlist and we will give you a straight answer.

Rupi rupi@postremoit.com

Taj taj@postremoit.com

www.postremoit.com



N F C C  C O N N E C T  2 0 2 6  ·  M E M B E R  B R E A K O U T  ·
T A K E AWA Y S

Adopting AI
with Confidence
The dos and don'ts for Member Agency leadership ·
Taj and Rupi, Postremo IT

Your clients are already using AI. Many ask a
chatbot about their debt before they ever talk to a
counselor. Used well, the same tools can save your
staff real time and improve quality. The key is
putting the right guardrails in place first.

TOP T IP :  PROMP T WIT H  G CSE

The better your ask, the better the answer. Cover
these four things every time:

G Goal — what you want: "Write a one-page
summary for my board."

C Context — who it is for and why: "Board
members who have not used AI."

S Source — what to work from: "Use only the
attached meeting notes."

E Expectation — format and tone: "Plain
English, five bullet points, no jargon."

RE ACH OUT TO US

If you would like to talk any of this through,
get in touch. Email us your question, draft
policy, or vendor shortlist and we will give you a
straight answer.

Rupi -  rupi@postremoit.com
Taj - taj@postremoit.com

K N O W  T H E  T WO  K I N D S  O F  A I

Generative AI suggests
Writes a first draft of a letter or summary
when you ask. A person always reviews it
before it goes out.

Agentic AI ("agents") acts
An agent works through multi-step
tasks in your systems on its own. Bigger
time savings, but bigger risk if no one
is watching.

Ask which you are buying
If it is an AI agent, decide up front what it
can access, what it can do, and which
steps need a person to sign off.

D O D O N ' T

Start with the problem.
Pick a real task that eats staff time, and say what better looks like.

Don't buy AI because it is AI.
"We should be using AI" is not a plan. Know exactly what job you
want it to do.

Use a paid business account.
Get it in writing that the vendor will never use your data to train its
AI.

Don't use free AI tools for work.
"If you don't pay for the product, you are the product." Free tools
keep what you type.

Know where client details are safe.
Your team handles client information all day. It belongs only in
tools your agency has approved.

Don't paste client details anywhere else.
Putting client information into an unapproved tool can count as a
data breach you have to report.

Keep a person in the loop.
A specific person reviews anything before a client, creditor, or
regulator sees it.

Don't let AI advise clients.
AI can be confidently wrong, and clients will act on what it says.

Try it with one team first.
One department, one task, a set trial period (say 60 days), and
agree up front what success looks like.

Don't trust the sales demo.
Ask how your data is protected, where it lives, and how you get it
back if you switch vendors.

L E S S O N  L E A R N E D :  YO U  O W N  W H AT  YO U R  A I  S AYS
In 2024 an airline's chatbot told a customer he could claim a bereavement fare refund after booking. The customer relied on that
answer, and a court held the airline responsible for what its own chatbot said. The same goes for you: your agency is accountable for
what your AI tells a client.

T H E N  G O V E R N  I T :  T H R E E  H A B I T S

Know actual usage
Check monthly who is actually using what.
Watch for tools staff signed up for on their
own, and paid seats no one opens.

Manage the spend
AI is often billed by how much you use it.
Set a monthly cap and alerts, and put one
person in charge of the budget.

Control access
Limit who can see client files, keep a
record of activity, and shut off access the
day someone leaves.
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