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Al could create a new digital divide

2 Al: Improvement on life and level of trust

Expectations on Al

EY's study on the use of artificial intelligence and attitudes towards
it has been conducted in all Baltic countries in cooperation with the
sociological research company Norstat. The research was conducted in
October 2023, surveying at least a thousand residents in each country.
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Foreword

ow will artificial intelligence
(AI) change our lives? Ex-
perts and entrepreneurs

are divided: there are those
who believe that AI will take over work
in all areas relatively quickly, and those
who think that the impact of Al-based

“technologies will be limited. I believe that

Al may be a bit'li
tionary trends::

the case, for example, with the internet,
e-commerce and digitalisation. We often
overestimate trends in the short term but
underestimate them in the long term.

In the context of the rapid develop-
ment of Al, we at EY wanted to find out
what peopl%in E§tonia and the other
Baltic States think about it and what con-

-clusions we can draw from it. The survey:,,.

carried out in collaboratlon with Norstat,

reveated,h‘?md gﬁme w1th both the --
. T \hfl‘w =
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Al could create a new digital divide

-
§ General Al usage
e in the Baltics

. o . . An EY survey on attitudes towards and use of artificial (27%), but in Lithuania slightly fewer people have used Al
n eW d I I ta | d I V I d e . intelligence (Al) technologies, conducted by research firm technology, at 19% (Figure 1). Furthermore, Al usage patterns
Norstat in the Baltic countries, found that 27% of Estonians

point to a new digital skills gap in society, with younger and
have already used an Al technology such as ChatGPT, Bard wealthier people using Al more.

or Claude. In Latvia, the figure is the same as in Estonia

Figure 1: Have you used any services or solutions that use artificial intelligence?

Overall Baltics

65% The large majority of people
in the Baltics have not yet
used Al services.

24%
11%
No Yes Don't know
By country
‘ : 8% 12% 13%
- k. Al [ /— [
- iy R N 19% ‘ 27% 27%
AN \ W o \
1 / ; £ W Lithuania Latvia Estonia
of people in Lithuania of Latvians have of Estonians are not
have already had not yet used any sure if they have \.73% \ 61% \ 60%
experience with artificial Al solutions. already used Al
intelligence technology. services.
No Yes = Don't know
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Al could create a new digital divide

Estonia: Al usage and age

The survey reveals significant differences in Al use across
demographics. More than half of 18-29 year olds in Estonia,
56%, have already used Al technologies, compared to a
significantly lower proportion of 34% of 30-39 year olds

and only 20% of 40-49 year olds. Older people are even less
likely to have used Al, with 18% in the 50-59 age group, for
example, and only 8% of people over 60 (Figure 2.1).

Figure 2.1: Have you used any services or solutions that use artificial intelligence? (by age)

Age 18-29
56%
35%
9%
Yes No Don't know

Just over
a quarter

of Estonians have used Al-based
technologies, like Chat-GPT, Claude, Bard

etc. Almost two thirds have not,

BUT
More than

h | f of Estonians in the age group.of 18 - 29
a have already used something based on Al.

76% Age 60-74
16%
8%
No Don't know Yes

Estonia: Al usage and income level

The use of Al is also closely linked to people's economic situation, with 36% of the population with a monthly income of more
than €1501 having used Al, compared to only 20% of people with an income of less than €1000 per month (Figure 2.2).

ey.com

Al could create a new digital divide

Figure 2.2: Have you used any services or solutions that use artificial intelligence? (by income)

Income 2000+ EUR

0,
45% 43%

12%

No Yes Don't know

The situation is similar in the other Baltic countries. In
Latvia, 58% of 18-29 year olds have already used Al
technologies (40% in Lithuania), but only 38% of 30-39 year
olds (22% in Lithuania), 26% of 40-49 year olds (22% in
Lithuania) and only 14% of 60+ year olds (8% in Lithuania).

14

There is still a deep pool
of people with no practical
experience of Al.

Those at the forefront of economic affluence
and the younger people are making much
more progress on Al already now and the
society needs to move quickly to avert a
situation where the skilled become more
skilled and the less skilled fall behind. At this
stage the trend can still be changed.

Siim Aben,
EY Consulting Partner in Estonia

Income 551-750 EUR
67%

16%
6%

No Yes Don't know

In terms of income, 43% of people with a monthly income of
more than €1,501 (34% in Lithuania) have used Al in Latvia,
while only 21% of people with an income of less than €1,000
have used it (only 14% in Lithuania).

EY Baltics Al Perception Survey Estonia
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Al: Improvement
of life and level
of trust

High potential,
but risk of Al skills divide

The opinion of Estonians residents largely reflects the

prevailing trend in the Baltic states. Namely, 40% of Estonians
also expect improvements in life from Al technology. However,
a large part of Estonians also have the opposite opinion - 34%

Optimism about the positive impact of Al solutions on
people's lives is the most pronounced in Lithuania - here 61%
have positive expectations for Al and only 21% do not expect

improvements in life (Figure 3).

do not expect improvements in life from Al technologies.

Figure 3: Do you agree that artificial intelligence services and solutions will make your life better?

Overall Baltics

1 out of 2 people in the
Baltics believe that Al could
improve their life.

40%

22%
20%
10%
IIIIIIII .
| agree | disagree | don't know | completely | completely
agree disagree
By country
4% 8% 9%
12% | o% | 10% |
N 49% \ 41% \ 31%
/T /T /T
4 o 2 E ;
1 /0 /O 17% 17% 24%
of Estonians expect Al of those between of those aged above
to improve their lives, ages of 18 and 29 60 expect positive
while 34% think the expect that Al can change from Al. 18% / 25% / \\26%

opposite.
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improve their lives.
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Al: Improvement of life and level of trust

The situation is similar with regard to the expected growth of productivity under the influence of Al (Figure 4) - 63% expect it in

Latva (25% disagree), and 51% in Lithuania (27% disagree).

Figure 4: Do you agree that artificial intelligence could improve productivity in your workplace?

Overall Baltics

a5 56% of people in the Baltics
believe that Al could improve
workplace productivity.

0,
20% 18%
11%
%
| agree | disagree | don't know | completely | completely
agree disagree
By country
5% 7% 7%

10% | 12% | 10% |
\ 41% \ 51% \ 43%

21% 12% 20%

23% / 18% / 20% /
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Trust in Al solutions is

Al: Improvement of life and level of trust

relatively low, at least for now

Trust in Al-based solutions is the lowest in Estonia
of all the Baltic countries: just under one in three
Estonians (29%) would trust a service or product
based on Al, while nearly half (49%) would not.

1:3vs1:2

is the ratio of people who would trust - and would

not trust an Al-based technology in Estonia.

Trust in Al is closely linked to the age of the population:
younger people are significantly more trusting of Al
solutions," says Siim Aben, Partner at EY Estonia. "In Estonia,
for example, 43% of people aged 18-29 trust Al, but only

24% of people aged 50-59. A similar trend can be seen in the
other Baltic countries, and this is something that financial
and public service providers, for example, should certainly
take into account in their operations, as they are increasingly
using Al in the development and implementation of their
services. Trust in Al-based services and products is low in all

14

Trust will be critical if we want to realize the

full potential of Al productivity gains. Perhaps

a mixture of solutions will need to be explored

to build trust and chief among them will be
transparency, independent oversight, and practical
experience of ethical Al, that proves that the
technology can be trusted. Best practices still need
to emerge and take root to build public confidence.

Nauris Klava,
EY Consulting Partner in Estonia

Baltic countries, with Estonians having the lowest trust (29%),
largely reflecting the trend in the Baltic countries. While more
Latvians than Estonians (50%) believe that Al will make their
lives better, there are also many who strongly disagree (33%).
Lithuania is the most optimistic about the positive impact of
Al solutions, with as many as 61% of respondents expressing
positive expectations, and only 21% expecting no benefits
from Al.

14

Youngpeople will accept Al technologies more

easily than older people. This trend is very similar

to how digital services developed-ten or twenty
years ago.

Siim Aben,
EY Consulting Partner in Estonia

EY Baltics Al Perception Survey Estonia
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People in Estonia have a very practical perspective on Al: our.society clearly

sees the functional potential of Al especially in areas where it has been
talked about publicly, such as business, healthcare, transport and public
administration. However, there is still a lot of caution about the impact on
people-to-people communication and creativity - probably fearing what the
impact of automation will be on how we create, communicate and on our
emotions and values.

Siim Aben,
EY Consulting Partner in Estonia

People expect Al to change the job skills required for
workers in the future

EY's survey also showed that a majority of people in Estonia

and the other Baltic countries believe that Al will change

the skills required of workers in the future. As many as 65% 650/ 1 80/
of the Estonian population, the highest in the Baltics, think 0 O
so, and only 18% are convinced that such changes are not

expected. In Latvia, 60% of the population expects changes
and 25% believe that Al will not change the skills that
workers will be expected to have in the future. In Lithuania,

the corresponding figures are 57% and 29%. think already now, that Al expect no change.

will change the skills needed
in the workplace.

15 EY Baltics Al Perception Survey Estonia
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Expectations on Al

In Estonia, respondents believe that Al has the potential to
provide good practical solutions for advancing various areas
of life, but 57% think that it inhibits people's creativity.

In Latvia and Lithuania, 51% and 59% respectively hold
similar views. 42% of Estonians thought that Al threatens

32% vs 38%

is the proportion of Estonians who believe that Al will
improve education vs. those who believe the opposite.

Interesting that people with higher education level
have more pronounced opinion for and against Al
in education and are split almost evenly.

14

Functional spheres of life and
economy fare better when it comes to
what people think about the expected
Al affects. It may be because there is
a higher degree of acceptance that Al
and robotics bring efficiency. This can
then be easier translated to positive
expectations for the “functional”

industries.

Siim Aben,
EY Consulting Partner in Estonia

freedom of speech and 53% were convinced of the negative
impact of Al on people's everyday communication. Among
Latvian respondents, 40% considered Al to be a threat to
freedom of expression and a negative impact on everyday
communication (49% and 57% respectively in Lithuania).

In more practical areas, however, positive rather than
negative attitudes towards the impact of Al can also be seen
in Latvia and Lithuania. According to the EY survey, Estonians
perceive the impact of Al-based technologies to be most
positive in the manufacturing and transport sectors, where
51% of respondents saw development potential for Al in both
sectors, and only 17% and 14% respectively thought that Al
would hamper the development of these sectors.

Shopping and Entertainment
are also expected to improve.

Expectations on Al

Culture

1 in 3 Estonians fearing nega-
/]\ tive impact of Al on culture.

Just one in five disagree.

Creativity

1 in 2 Estonians think that

\l/ Human Creativity will be
affected negatively.

Strong margins of positive expectations
due to Al in other industries

Healthcare industry shows 42 0/ awaiting Al-based 2 80/ think the
strong expectations with 0 improvements and only 0 opposite.

think Al will
will be positively affected. improve

believe Financial services

20% are of the opposite Transportation.

optinion. 14% think the opposite.

Production strongly expected to benefit from Al

0 think that Al will improve production industries, which is in line with the
5 1 /0 general expectation of improved productivity.

Less than 1 in 5 expect negative consequences of Al on production.

Productivity State services

think Al could have
potential to improve
State Services.

Only 24%

do not.

Slightly more than

of Estonians expect
that Al will improve
workplace productivity.

Al to replace human interaction?

People expect the personal Less 1 / 5 expect an improve- 1 / 2 think it
communication to suffer due to Al: than ment but more than will worsen.

EY Baltics Al Perception Survey Estonia
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Expectations on Al

Personal income

The Baltics seems to outdo Europe as far as some key technology-
related factors are concerned. Part of it is owing to the thriving
startup ecosystem and the digital edge that the Baltic countries
have. For instance, 92% investors think that the Baltics fare as well or
better than Europe with regard to the availability of workforce with
technology skills.

Ninety percent of the investors think that the Baltics perform as
good as or better than Europe vis-a-vis the network of startups and
research institutions.

Eighty percent of the investors surveyed in the Baltics think that the
support by government and regulatory authorities to drive the digital
agenda is on par with or better than the European average.

People do not yet see a material
effect in their own lives.

Just

10%

of people older than 60 expect any
improvement in their income due
to Al.

54%

Among people up to the age of 29
the number is at least somewhat
higher:

19%

of Estonians do not
yet expect that Al
would affect their
income level.

A similar sentiment can be observed in other Baltic
countries, for example in Latvia, 1 in 2 people believe that
Al will worsen people's creativity (in Lithuania - 59%) and
40% think that Al technologies will worsen people's daily
communication (in Lithuania - 57%), while 41% think, that

ey.com 18
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It is also clear that people
do not yet see what impact
Al will have on their own
financial well-being in the

future, with only 14%.0f

\

!
|

Al will have a positive im-

Estonians believing that

pact on their income. The

b S

majority, 54%, believe that
Al will have no impactat -

all on their incomes.

Siim Aben,
EY Consulting Partner
in Estonia

Al will have a negative impact on freedom of expression
(in Lithuania - 49%). On the other hand, in various areas
of practical life, in Latvia and Lithuania too, a significant
preponderance of positive evaluations of the impact of Al
over negative attitudes can be seen.

Overview

Al survey finds fears of digital divide
in Estonia but hopes for productivity

Siim Aben,
EY Consulting
Partner in Estonia

he study found that the use of

Al varies widely across demo-

graphic groups. More than half

of 18-29 year olds in Estonia
have already used Al-based technologies
(56%), while the 30-39 age group has
already used Al to a much lesser extent
(34%), and the 40-49 age group only
20%. Older people are even less likely to
have used Al, with only 13% of those aged
50-74 having done so. The use of Al is
also strongly correlated with people's eco-
nomic status, with 43% of people with a
monthly income of at least €2001 having
used Al, compared to 24% of people with
lower incomes.

The younger or wealthier people are,
the more likely they are to have already
used Al This is to be expected, as Al solu-
tions are currently prevalent in profes-
sional circles, but this trend could create
a new digital divide in society, dividing
people according to whether or not they

ey.com
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Overview

understand how to use Al-based technol-
ogies. These skills will be indispensable in
the future, as Al solutions will soon be at
the heart of many different processes. We
may soon face a new digital divide that di-
vides society into two societies moving at
different speeds, where those who can use
Al become smarter and more productive,
while those who cannot fall further and
further behind. The same logic applies

to businesses. Policymakers need to take
this into account.

At the same time, however, we also
see that just under one in three Estonians
(290%) would trust a service or product
based on AI. Almost half (49%) of us
would not trust Al solutions. Trust in Al
is closely linked to the age of the popu-
lation: younger people are significantly
more likely to trust Al solutions. In Esto-
nia, for example, 43% of people aged 18-
29 trust AI, but only 24% of people aged
50-59. This is something that financial
or public service providers, for example,
should certainly take into account in their
operations, as they are increasingly using
Al in the development and implementa-
tion of their services. Young people are
more likely to embrace such innovations
than older people. This trend is very simi-
lar to the way digital services developed

EY Baltics Al Perception Survey Estonia
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Overview

in our country 10-20 years ago, further
confirming that a new digital divide may
be emerging.

Practical solutions support the
economy, public administration
and overall productivity growth

However, the EY survey also re-
vealed some positive things. Fully 40% of
Estonians expect Al to make their lives
better (34% disagree), and 53% think Al-
based technologies will improve produc-
tivity (28% disagree).

According to the survey, Estonians
see the impact of Al-based technolo-
gies most positively in the manufactur-
ing and transport sectors, where 51% of
respondents saw development potential
for Al in both sectors, and only 17% and
14% respectively thought that AT will
hinder the development of these sectors.
In Estonia, 42% of people think AI will
improve medicine and healthcare (29%
disagree), and 38% believe Al will make
our everyday lives safer in the future
(28% disagree). Slightly more Estonians
(38%) think the emrgence of Al will pro-
vide worser education than before, while
32% disagree.

We can see that people in Estonia

ey.com
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have a very practical perspective on Al:
our society clearly sees the functional po-
tential of Al, especially in areas where it
has been publicly discussed, such as busi-
ness, healthcare, transport and public ad-
ministration. Such an attitude is crucial
as it helps to foster AI-driven productiv-
ity growth.

Increasing labour productivity is in
fact the main thing that AI can give us.
Al-based technologies will allow Esto-
nian people and businesses to catch up
faster with developed Western countries
and compensate for the small size of our
domestic market. When applying Al it
is no longer so important that demand
on the domestic market is low or that we
cannot take on enough cheap labour. Al
will level the playing field, but only if we
can learn to use and deploy it in time.

There are still many unanswered
questions

At the same time, however, the sur-
vey also shows that there is still a lot of
caution about the impact on people's
interaction and creativity - probably
fearing what the impact of automation
will be on people's social space, emotions
and values. People in Estonia are wor-

ried that AI could stifle people's creativ-
ity, with as many as 57% of respondents
saying so (16% disagreeing), and 53%
saying it would have a negative impact on
people's everyday interactions. The sur-
vey also found that 42% of Estonians are
concerned that Al threatens freedom of
expression, and only 11% believe that Al-
based technologies will benefit freedom
of expression.

Unfortunately, there is no simple
and clear answer to these questions, and
Estonian society seems to have adopted
a rather cautious position. At interna-
tional level, too, researchers, politicians

21

Overview

and technology companies are currently
focusing primarily on ethical issues in the
case of Al and philosophising about what
it means to be human. On ethical issues,
we are obviously at the beginning of the
journey, and only time will tell whether
and how well we will be able to reconcile
the potential of AI to make money and
increase productivity with the preserva-
tion and development of the human envi-
ronment. We must keep our finger on the
pulse of these developments, encourage
constructive debate, including at local
level, and play an active role in the draft-
ing of international legislation.

EY Baltics Al Perception Survey Estonia
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Methodology

EY contacts

Linas Dicpetris

Leader | Consulting

EY Baltics
linas.dicpetris@It.ey.com

EY | Building a better working world

EY exists to build a better working world,
helping to create long-term value for clients,
people and society and build trust in the
capital markets.

Enabled by data and technology, diverse
EY teams in over 150 countries provide trust

Siim Aben ) through assurance and help clients grow,
Partner | Consulting
The EY Baltics Al Survey was conducted based on a structured EY Estonia transform and operate.

methodology to ensure a comprehensive understanding of the
impact of Al across Estonia, Latvia, and Lithuania.

At least 1000 respondents from each country were surveyed
in cooperation with Norstat, a leading sociological research
company. The data collection process took place over
approximately one week in October 2023.

The selection of the survey respondents was carefully

done to include a diverse range of age, gender, education
level, income bracket, and country of residence. This mix of
respondent profiles allowed for a broad perspective on Al's
impact across the different sections of the population in the
Baltic States.

The survey comprised five key sections that aimed to assess
the perception of Al's influence on various aspects of life and
work. These included the perceived improvement of life and
productivity due to Al, the change in work skills, the impact
on daily life elements, the effect on government services and
economic factors, and finally, the level of trust in and usage of

siim.aben®@lt.ey.com

Nauris Klava

Partner | Consulting
EY Latvia
nauris.klava®@lt.ey.com

Arturas Piliponis

Partner | Consulting

EY Lithuania
arturas.piliponis@lIt.ey.com

Working across assurance, consulting, law,
strategy, tax and transactions, EY teams ask
better questions to find new answers for the
complex issues facing our world today.

EY refers to the global organization, and may refer to one or
more, of the member firms of Ernst & Young Global Limited,
each of which is a separate legal entity. Ernst & Young Global
Limited, a UK company limited by guarantee, does not provide
services to clients. Information about how EY collects and uses
personal data and a description of the rights individuals have
under data protection legislation are available via ey.com/
privacy. EY member firms do not practice law where prohibited
by local laws. For more information about our organization,
please visit ey.com.

© 2024 EYGM Limited.
All Rights Reserved.

EYG no. XXXXXXXXXXXXX
BMC Agency GA 1018685
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This material has been prepared for general informational purposes only and

Al tEChnC)lOgy' EY's study on the use of artificial intelligence and attitudes
towards it has been conducted in all Baltic countries in
cooperation with the sociological research company Norstat.

ThI'S rObl'JSt appro'ach Wa.S deSIQned t'O offer co'm.prehenswe The research was conducted in October 2023, surveying at
insights into Al's impact in these regions, providing valuable least a thousand residents in each country. ey.com
data for businesses, government agencies, and organizations.

is not intended to be relied upon as accounting, tax, legal or other professional
advice. Please refer to your advisors for specific advice.

ey.com 22 ey.com



http://ey.com/attractiveness
http://ey.com/attractiveness
mailto:linas.dicpetris%40lt.ey.com?subject=
mailto:linas.dicpetris%40lt.ey.com?subject=
mailto:linas.dicpetris%40lt.ey.com?subject=
mailto:linas.dicpetris%40lt.ey.com?subject=
http://ey.com



