Demystitying
ChatGPT

for active-aging

organizations

Here’s what you need to
know about what is arguably
the hottest technology

trend today. The potential
benefits for organizations and
residents/members are real,
but so are the cautions. Be
prepared to explore!

by Marilynn Larkin, MA

When artificial intelligence (AI) company
OpenAl launched ChatGPT in November
2022, International Council on Active
Aging® CEO Colin Milner was intrigued.
“I'm always interested in checking out new
stuff—the shiny new tools on the block, as
they say—to see if it lives up to everything
it’s touted to be,” he told me in a recent in-
terview. “There’s a lot of excitement around
ChatGPT, and now I've become more
familiar with it, rightly so.”

This article will introduce you to Chat-
GPT, ways to use it, and potential benefits
for active-aging organizations, as well as
for residents and members (see the boxes,
“ChatGPT in a nutshell,” on page 59, and
“Supporting operations with ChatGPT,
on page 63). However, as Milner noted,
“there are challenges. It’s important to
understand, for example, that while Chat-
GPT can be incredibly helpful for certain
tasks, such as content development, it isn’t
a panacea. The human touch, mind and
spirit are still needed”

After my interview with Milner, I was
also intrigued, and I felt a responsibility
as ICAA’s technology columnist to get up
to speed on ChatGPT. As of now, I am

« »
not aware of any “experts” on the use of

Continued on page 52
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this tool in active aging. But a number of
people, some of whom are quoted here, are
weighing in with their experiences.

Milner and T agreed that sharing our own
insights and experiences—as well as ex-
amples of content generated in seconds

by ChatGPT—would be a helpful way to
inform Journal on Active Aging’ readers about
what to expect and how their organizations
might make the most of this Al chatbot (chat.
openai.com). We also want to share cautions
to keep in mind, especially given the software’s
still early stage of development.

Content development

Milner has been exploring ChatGPT’s
potential to assist in content editing and
development. For example, for a new initia-
tive, he hired a writer to do frequently asked
questions, but he wasn't happy with the result.
“Normally, I'd go back to the writer and say,
‘Can you change this, this and this?’ I decided
instead to put it into ChatGPT and said, ‘Can
you rewrite this?” It produced a well-written
document in seconds. So, this chatbot is a
solid way to obtain factual information—no

frills, no personality—put together from your
own input in a coherent way. I received what
I needed”

Milner has also used ChatGPT to edit his
own, more personality-driven copy when un-
der time constraints. “T've plugged in a para-
graph or two and asked it to edit or rewrite
them, and what came back to me was well-
constructed in a similar tone to the rest.”

On the other hand, Milner said, “ChatGPT
doesn’t take the place of a good writer who
can tell a story or present information in an
accurate, compelling way.” Also, for something
like health and medical-related information

to use for educational purposes, ChatGPT
will streamline your search—that is, you won't
have to plow through numerous sites that
come up in a Google search, for example—
“but you will need to fact check everything for
accuracy and to ensure it comes from a repu-
table source,” he emphasized.

“Anything produced by ChatGPT that
you're going to distribute to your commu-
nity, post on your website or social media,

or include in a brochure, blog, email or
other communication should be rigorously
checked,” Milner continued, “no matter
how confidently it’s presented to you by the
chatbot. Yes, you can gather information
quickly with ChatGPT, but an actual per-
son needs to spend time making sure that
information is correct.”

Fact-checking is likely to require some
digging. ChatGPT does not provide
references to tell you where its informa-
tion, no matter how technical, came
from unless you specifically prompt it to
“include references.” My colleagues and

I have tried strategies like asking the chat-
bot to “only use reliable sources” —but
we've discovered that, even so, we need to
fact-check. Sometimes ChatGPT presents
references that are old (with possibly out-
dated findings), contain errors or simply
don’t exist.

ChatGPT excels at providing information
about what it can do in various contexts
(see the sidebar, “Supporting operations

with ChatGPT on page 63 and the box,
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“Security considerations and concerns,

on page 61). You may still want to supple-
ment some of its information with other
sources. As you will see in the section,
“Enhancing wellness: Potential benefits for
residents and members,” outside sources
can provide vital caveats and context.

I’ve also learned that the chatbot some-
times limits its responses to a certain
length, and may even cut off in the middle
of a sentence. Here’s a tip: I prompt “please
continue” for additional input; if a sen-
tence stopped in midstream, the continua-
tion picks up where it left off. Also, you can
click “regenerate response” for a different
version of the response, sometimes with
more input.

Opverall, ChatGPT can significantly im-
prove the speed and efficiency with which
you produce copy. Just be prepared to read
everything before sending it out and to
confirm what the chatbot generates.

Enhancing wellness: Potential
benefits for residents and
members

I asked ChatGPT about its potential ben-
efits for older adults in active-aging com-
munities, then checked the information

it provided—much of it useful to those in
other settings—against reputable sources.
Note that the chatbot often refers to itself
in the third person. Also, asking the soft-
ware to do something is called giving it a
“prompt.”

ChatGPT elaborated upon the following
potential benefits:

Combating loneliness. “Loneliness is

a common issue among seniors, especially
those who may have lost spouses or friends
over time. CharGPT acts as a friendly and
empathetic companion, providing compan-
ionship and emotional support.” In addition,
it advised the user to, among other things,
“reach out ro friends.”

Continued on page 54
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Sounds reasonable and like common sense.

To dig further, I prompted: “You tell me to
reach out to friends if I'm lonely. I don’t have
any friends.”

First, ChatGPT expressed sympathy: “T7
sorry to hear you're feeling lonely and don’t
have any friends. Remember that it’s never
200 late to make new connections and form
new friendships. Here are some suggestions
for reaching out and making friends.” The
suggestions, which delved a bit into each
option, included joining clubs or groups,
volunteering, attending social events and
joining online communities, plus motiva-
tion to ‘take the initiative.”

Again, all these suggestions are fine. How-
ever, when I see such the like in the lay
press, I always wonder if a person who is
really depressed, for example, will likely
do these things? Possibly. It’s also possible
that a lonely older adult might say, “Ah, let
me see what’s going on in the community
tonight—good idea!”

ChatGPT closed its advice with these
words: “It’s important to be genuine, kind
and open-minded when trying to make new

friends. Be patient with yourself and others,

and don’t be discouraged if things don’t hap-
pen overnight. You deserve to have meaning-
ful connections in your life, and taking steps
to reach out and connect with others can be

a positive step towards overcoming loneliness.”

This response could be reassuring and pos-
sibly motivating to someone who feels at
loose ends. Of course, an individual who
is clinically depressed or isolated will need
more targeted interventions and possibly

professional help.

Conversation. “Seniors can engage in
meaningful conversations with CharGPT,
sharing their thoughts, memories and stories,
which belps reduce feelings of isolation and

enhances their mental well-being”

True to an extent. As Amy Stapleton, CEO
of conversational AI firm Chatables, points
out in Medium," ChatGPT currently can-
not “store” memories, so it takes some
finessing to try to continue a conversational

thread from the day before.

All is not lost, however. When I asked
ChatGPT if we could pick up a conver-
sation from a few days ago, the chatbot
acknowledged that it couldn’t remember

specific conversations but asked for more
information about that particular conversa-
tion to see if that could help. Importantly,
ChatGPT contains transcripts of previous
chats, accessible from a sidebar on the left
side of the interface. When the chatbot
asked for more information, it helpfully

highlighted that chat in the sidebar to fa-

cilitate access.

Stapleton also noted that ChatGPT is

not yet accessible by voice, which could
be a drawback for older adults. While it

is true that, for now at least, ChatGPT is
a text-to-text program, organizations can
take advantage of its open-source code to
integrate ChatGPT with Amazon’s Alexa,
Apple’s Siri and other established voice
technology. A few startup companies have
also put together proprietary platforms
using ChatGPT aimed at older adults.” As
this is still a nascent field, however, it’s too
soon to recommend any of these platforms.

Cognitive stimulation. ChatGPT wrote,

“Keeping the brain active and engaged is
crucial for cognitive health. CharGPT of-
[fers a plethora of opportunities for mental

Continued on page 58
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and }

stimulation, allowing seniors to engage in
stimulm‘ing CONVersations on various topics,
from history and literature to science and
technology. ChatGPT can also provide trivia
quizzes, brain teasers and other cognitive
exercises.”

True! Mobile blog company App Amped
has posted a blog® that provides prompts
for 15 games from trivia to chess, with
prompts on how to play, and what to look
out for. You can consider pointing your
constituents to this page to get started.

Access to information. “ChatGPT serves
as a valuable source of information for se-
niors, providing them with answers to ques-
tions about current events, news, health and

more,” ChatGPT writes.

That can be true, but as Milner pointed
out, it’s critical that users not accept re-
sponses at face value; when in doubt, check
other sources. Also remember that Chat-
GPT has limited, if any, knowledge of
events that happened after 2021, so it’s not
true that it can provide answers to ques-
tions about current events.

Emotional support. “CharGPT offers a
nonjudgmental and compassionate space for
seniors to express their feelings and concerns.
Through its conversational capabilities,
ChatGPT can offer emotional support and
provide coping strategies, helping seniors
manage their emotions and improve their
mental well-being.”

Yes, but with cautions. NBC News re-
ported on a mental health tech company
that conducted an experiment (without
informing participants) in which it used
ChatGPT as well as actual volunteers to
respond to users in an online emotional
support group.* The company was heavily
criticized for acting unethically and trick-
ing people into participating in an experi-
ment. Yet, the experiment revealed that
people rated ChatGPT’s responses higher
than the responses of volunteers. Why isn’t
clear, but certainly it points to the need
for users to understand where the advice
they’re receiving comes from.

In fact, Mashable has a good article’ de-
scribing the advice one person received

when he turned to ChatGPT to help him

work through some issues that were de-
pressing him. The article pinpoints three
things to know before attempting to use
the chatbot to discuss mental health:

e “ChatGPT wasn’t designed to function
as a therapist and can’t diagnose you.”

e The chatbot is “not always comprehen-
sive or right”

o “There are alternatives to using Chat-

GPT for mental health help.”

Enhanced social interaction. “Chat-

GPT fosters social interaction by offering a
platform for seniors to connect with others.
Seniors can engage in group discussions, share
stories and experiences, and even participate
in virtual social activities, such as book clubs
or language classes, through ChatGPT. This
enhances their sense of community and be-
longing, which is crucial for their emotional
and mental health.”

This is true, but only when the chatbot is
integrated with existing technologies; and
it should have some value added to proven
interactive platforms such as Zoom and
Facebook Live.
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Personalization and customization.
“ChatGPT is designed to adapt to the indi-
vidual needs and preferences of seniors. It
can be customized to reflect the unique
personalities and interests of each user.
Seniors can personalize the conversations
with ChatGPT, creating a tailored experi-
ence that aligns with their preferences, mak-
ing it a truly individualized and enjoyable
interaction.”

This may be true, but again ChatGPT will
need to be integrated into your organiza-
tion’s existing technologies to be truly
personalized.

As with all technology, it’s important for
people to be cautious about the informa-
tion they share with ChatGPT. Taking the
time to learn about security considerations,
such as privacy and data security, will help
equip you to use this software and to help
your staff and constituents do the same.
(For more information, see the box
“Security considerations and concerns”

on page 61.)

What organizations can do
with ChatGPT

Active-aging organizations will likely play
several key roles with ChatGPT. To stay
competitive, you will want to introduce
your customers to ways in which they can
use the technology themselves, as described
in this article and others.

You will also want to talk with your tech
experts about integrating the chatbot with
your existing technologies to see if this has
the potential to enhance functionality and
streamline operational tasks, including in-
formation retrieval, staff support, and care
coordination, among others. You might
want to see whether the chatbot could help
with meal planning and/or scheduling,
and other tasks that are part of day-to-day
operations (see the sidebar, “Supporting
operations with ChatGPT; on page 63 to

learn more).

Continned on page 60

ChatGPT in a nutshell

ChatGPT, produced by artificial intel-
ligence company OpenAl in November
2022, is a natural language processing
tool that reached 100 million users
within two months of launching, setting
a record for rapid technology adoption.
The chatbot is an exciting tool with nu-
merous potential uses and benefits for
active-aging organizations, residents
and members. It is available by visiting
chat.openai.com and creating an
OpenAl account. As of April 2023,
there are both free and paid options.

The acronym stands for a mouthful:
Chat Generative Pre-training Trans-
former. Simply put, this means it is
software that allows users to ask it ques-
tions (prompts) using conversational
language, and the chatbot generates re-
sponses. But asking ChatGPT questions
is just the beginning.

ChatGPT can also assist with tasks such
as composing emails, blogs, essays and
articles. It can produce code that you
can use on your website. It can answer
questions about topics you want to learn
more about, challenge you with games,
tell you where to access hobby groups
online and in person, and—when
integrated into existing voice and other
technologies—it can perform a range

of operational functions and improve
quality of life for residents and members.
(To learn more, refer to “Enhancing
wellness: Potential benefits for residents
and members,” on page 53, and “Sup-
porting operations with ChatGPT,

on page 63.)

The chatbot also has some limitations.
As of now, its knowledge base only con-
tains information through 2021. It is not
connected to the internet, so it cannot
provide the most up-to-date information
on many topics. It does not retain indi-
vidual data, so it’s not possible to have
free-flowing conversations from previous

interactions. Also, it has a text-to-text in-
terface for now, rather than the easier-to-
use voice-to-text. Organizations can solve
this issue by asking their tech experts to
integrate ChatGPT with voice-activated
devices such as Amazon’s Alexa or Apple’s
Siri, while some companies are produc-
ing their own versions of voice-activated

ChatGPT for senior living.

All information and content products
generated by ChatGPT should be fact-
checked prior to distribution to custom-
ers. This is particularly true for topics like
health information, which your constitu-
ents may want to use in their daily lives.
The chatbot typically does not tell you
where it gets its information unless asked
for references. Even then, references may be
incorrect, out of date or nonexistent. Users
should vet content to ensure any explana-
tions or advice provided are evidence-based
(that s, in line with reputable sources), and
references are real and appropriate.

As with any new technology, ChatGPT
can seem intimidating. But once you get
started, simply by asking a question (giv-
ingita “prompt,”), you are on your way!
The more you use it, the more you drill
down when you prompt, the more useful
and exciting ChatGPT will be. Read the
main article for examples of how to do
this, and what the results can be.

Adapted from experience, as well as mul-
tiple sources, including: ZDNet’s “What is
ChatGPT and Why Does It Matter? Here's
What You Need to Know” (www.zdnet.
com/article/what-is-chatgpt-and-why-does-
it-matter-heres-everything-you-need-to-
know); Insider Intelligences “ChatGPT
and Generative AI: Our Guide to 2023
Most Talked-About Technology—and
Where It ll Have the Biggest Impact”
(www.insiderintelligence.com/content/
chatgpt-generative-ai); and ChatGPT on
the Open Al website (chat.openai.com).
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ChatGPT can also provide code that en-
ables you to add content, such as news, to
your website. Again, you will need to cu-
rate the results manually for now to ensure
your posts are relevant and accurate.

I found ChatGPT’s language translation
functionality valuable when I covered a
news story about overcrowding in emer-
gency rooms in Québec, since most of

the relevant documents and news stories
were in French—and I understand enough
French to know that ChatGPT’s transla-
tions seem better than Google’s. This func-
tionality could be invaluable for organiza-
tions that serve diverse constituencies, and
need materials in multiple languages.

Beyond integrating ChatGPT into your
technologies, how else might you use this
software in your community or organiza-
tion? Expect to see a diversity of products
and services that incorporate this software
come to market, expanding options and
accelerating growth in aging technology.

What’s ahead

The global generative Al in business mar-
ket was worth USD$1.2 billion in 2022,
according to market research consultants
Market.Us. The firm expects this market
to reach USD$20.9 billion by 2032, with a
compound annual growth rate of 33.5% in
the 2023-2032 forecast period. Consider
jumping in now to stay ahead of the curve,
and to be in a position to assess the value
to your community or organization of
products that come out. [Ed. Two recent
releases, for example, announced healthcare
companion robots’ and in-home sensing

technology® updated with ChatGPT.]

Text-to-text generators like ChatGPT will
likely be enhanced going forward with

art- and video-generating capabilities, and
use cases specific to active aging will likely
be more targeted, according to Milner.
[Ed. A use case outlines the various steps
involved in an individual’s interaction with
a product or system and how that product
or system responds.]

“When I started with ChatGPT, I felt a

bit intimidated realizing I was using a new
tool,” Milner recalled, “and I really had to
learn how to use it. I encourage everyone

to read articles like this one first, and then
go through a process of experimenting to
become comfortable with ChatGPT before
you start using it professionally.”

Importantly, “as our members become
more familiar with the technology and its
capabilities, we [[CAA] will be positioned
to develop a scope of practice for the indus-
try that we should not venture outside of)
Milner said.

For now, “we are at the starting gate for
alot of organizations and companies,”
Milner added, noting the industry gener-
ally has not embraced new technologies
quickly. “We have a lot to work out before
we can optimize the value of generative
Al—but even the very near future is excit-

Continued on page 62

60 TheJournal on Active Aging 2023, Volume 22, Issue 2 www.icaa.cc



Security considerations and concerns

What are the security concerns around
ChatGPT’s use in senior living? I asked
ChatGPT, and gave instructions to
include the need for human oversight
and authentication, among others. The
response, below, covers vital ground and
can serve as a checklist for organizations
(including other active-aging settings)
that seek to integrate the chatbot into
operations on its own, or in conjunc-
tion with other technologies (see the
sidebar, “Supporting operations with

ChatGPT; on page 63).

According to ChatGPT, there are sev-
eral security concerns associated with
use of this tool in senior living. These

include:

1. Privacy and data security. Chat-
GPT interactions may involve sensi-
tive information shared by residents,
such as their medical history, per-
sonal preferences and financial infor-
mation. Ensuring that these conver-
sations are kept private and secure is
critical. There is a need to implement
robust data encryption, access con-
trols and secure storage practices to
protect residents” information from

unauthorized access or data breaches.

2. Authentication and authoriza-
tion. Authenticating the identity
of residents and staff who interact
with ChatGPT is essential to pre-
vent unauthorized access. Adequate
authentication mechanisms, such as
multifactor authentication, should
be implemented to ensure only au-
thorized individuals can access and

use ChatGPT. Additionally, proper

3.

authorization protocols should be in
place to limit access privileges to appro-
priate personnel, preventing misuse or

unauthorized actions.

Human oversight and intervention.
While ChatGPT is designed to gener-
ate responses autonomously, it is crucial
to have human oversight to ensure the
accuracy and appropriateness of the
responses. Residents may require as-
sistance in interpreting the responses
generated by ChatGPT. Having trained
staff who can monitor and intervene
when needed is essential to prevent mis-

information or misunderstanding.

. Vulnerability to manipulation and

abuse. ChatGPT could be vulnerable to
manipulation or abuse by malicious ac-
tors who may try to trick or deceive resi-
dents for financial gain or other nefari-
ous purposes. This could include phish-
ing attempts, social engineering [efforts
to manipulate individuals into revealing
personal information], or other types of
scams. Implementing safeguards, such
as content filtering, threat detection
and user education, can help mitigate

such risks.

. Ethical concerns. There are ethical

concerns surrounding the use of Chat-
GPT in senior living, such as potential
biases in the language generated by the
model. ChatGPT may inadvertently ex-
hibit bias based on the data it has been
trained on, leading to unfair treatment
or misinformation for certain groups
of seniors. Ethical guidelines and regu-
lar model audits should be in place to
ensure that the interactions with Chat-

GPT are fair, unbiased and aligned
with the ethical standards of care

for residents. [Ed. The emergence of
ChatGPT will also heighten exist-
ing concerns that this widely used
tool, like other AI technologies,
could “perpetuate existing ageism

in society.”]

6. Technical issues and system fail-
ures. Like any technology, ChatGPT
may experience technical issues or
system failures, which could disrupt
its availability or functionality. This
could impact the quality of care
and services provided to residents.
Regular system maintenance, backup
and recovery plans, and contingency
measures should be in place to mini-
mize the risk of technical failures and
ensure reliable access to ChatGPT.

“In conclusion, it is essential to address
the security concerns associated with
ChatGPT’s use. Implementing robust
privacy and security measures, authen-
tication and authorization protocols,
human oversight, and ethical guide-
lines are critical to ensure safe and re-
sponsible use of ChatGPT in senior

living environments.”

The “Resources” box on page 53 lists sever-
al articles that ave recommended reading
Jfor those who want to explore ChatGPT
and learn more not only about how it
works, but also what concerns exist about
privacy and data security, in particular.
Also listed are resources about ageism in

artificial intelligence technologies.
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-

ing. What's clear is that we can’t wait.
We need to start learning and using these
technologies now, so we can exercise

due care while opening the door to new

possibilities.” 2

Marilynn Larkin, MA, is an award-win-
ning medical writer and editor, an ACE-
certified personal trainer and group fitness
instructor, and the editor of [CAA’s Research
Review and ICAA’s website news. Larkin

is also a contributing editor and technology
columnist for the Journal on Active Aging”.
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Supporting operations with ChatGPT

I asked ChatGPT how it can support
an active-aging organization’s opera-
tions. Following is the response, most
of which applies in senior living as well
as other settings. Be aware that to use
ChatGPT in these ways will require
technical expertise to integrate the
chatbot with your existing technology
(i.e., voice) and in some cases—for ex-
ample, to use it to produce appropriate
protocols in an emergency—to create
a knowledge base that it can quickly

aCcCess.

Here, from ChatGPT, are examples of
the types of support it can provide.

1. Customer engagement. ChatGPT
can help enhance the quality of life
for your residents by engaging in
conversational interactions with
them. It can provide companionship,
engage in reminiscing activities, play
games and provide mental stimula-
tion through conversation, which
can improve overall well-being. [Ed.
Also see the caveats in the section,
“Enhancing wellness: Potential ben-
efits for residents and members,”

on page 53.]

2. Information retrieval. ChatGPT
can assist with retrieving informa-
tion quickly and accurately. This
can include providing answers to
frequently asked questions about
your senior living community, such
as meal schedules, activity calendars,
visiting policies, and more. It can also

help seniors and their families access

important information about medical
services, emergency protocols and other

operational details.

. Staff support. ChatGPT can serve

as a resource for your staff, providing
information and guidance on various
operational aspects. It can assist with
scheduling, tracking tasks and organiz-
ing information, helping your staff man-

age their workload more efficiently.

. Care coordination. ChatGPT can help

facilitate care coordination by providing
reminders for medication schedules, co-
ordinating appointments, and assisting
with communication between residents,
families and healthcare providers. This
can help streamline operations and

improve care.

. Emergency response. ChatGPT can be

programmed with emergency protocols
and procedures, and serve as a quick
reference tool for your staff during criti-
cal situations. It can provide guidance
on emergency procedures, evacuation
plans and other critical information to
ensure the safety and well-being of your

residents and staff.

. Feedback collection. ChatGPT can be

used to collect feedback from residents
and their families about their experi-
ences and satisfaction with your senior
living community. This can help you
gather valuable insights to improve op-
erations, identify areas for improvement,
and enhance the overall quality of care

and services.

[Here are some possible ways Chat-
GPT says it can help you collect
feedback:

o generate feedback forms to share
with residents, family members or
caregivers

e prompt users with in-chat surveys
during interactions

. analyze tone/sentiment in conver-
sations to gain insights into how
users feel about their experiences

e generate open-ended prompts in
conversations to encourage users to
share feedback

o send follow-up emails to request
feedback from users who inter-
acted with the chatbot

¢ monitor social media platforms
and extract feedback to provide
insights about what users say about

their senior living experiences

The chatbot cautions that “user feed-
back should be collected and used
in accordance with privacy laws and
regulations, and users should be in-

formed about how their feedback will

be collected, used and stored.”]

. Language translation. ChatGPT can

assist with language translation ser-
vices, helping your staff communicate
with residents and families who may
have limited English proficiency, and
facilitating effective communication

in diverse communities.
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