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Pille is enjoying her morning coffee when her smartphone
awakens. The virtual assistant Hedgehog that came along with the
phone's software, says in clear Estonian language:

"Good morning, Pille!
You have 10 new
messages.”
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#bUrokratt 1n a nut

#burokratt is the vision of how digital public
services should work in the age of artificial
intelligence (Al)

All government services and
information available via virtual
assistants:

A by voice

A in Estonian language (+ more)
A in any most common device
A proactively




What problem 1s BUrokratt

Problem

People don't know which public agency to contact.
They don't have an overview of their obligations
and opportunities offered by the government, and
communication is time-consuming for both the
people and the government.

Current situation

Mobile devices are used by 98% and the Internet by
90% of Estonian households. The use of mobile
devices and the Internet continues to increase
amongst the pubilic.
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Opportunity

Improvements in Al and especially in virtual assistants
(e.g. in mobile devices) enable us to solve this problem
significantly better than before.

Aim

Making digital public services radically easier to use
and more accessible to people through voice-based
virtual assistants, providing the best user experience
for digital government.
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Cooperation with Finland

Speech enabled pilot projects

Burokratt core team

Machine translation and
speech recognition

Consent management platform

CVI

Analysis and PoC of National Mobile App

Classification of citizen messages: analysis
and PoC

Burokratt development and implementation
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[ PLATFORM DEVELOPMENT ]

BUrokratt development
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Project goal

Burokratt chatbot is developed and
implemented at three agencies.

Future benefits

People can communicate with the government
24/7, and thanks to the interoperability of bots,
it Is possible to interact with the whole
government from one communication channel.

Duration Involved agencies
August 2021 — State Information System Authority, Policy and Border Guard
February 2022 Board, IT Centre for Ministry of Interior, Ministry of Economic

Affairs and Communications, National Library, Consumer
Protection and Technical Regulatory Authority
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Typically replies within & seconds
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Help! | got into an accident! o.

Hi! Stay calm! Where there
@ any casualties?

No, but my car is broken! 0
@

Was anyone else involved?
@ Please send picture of the car!

Please wait, we are
contacting your insurance!




[Chatbot development and implementation]

MVP cevelopment

| phase
Real-time conversation and implementation

Il phase
Chatbot development and integration

lll phase
Analytics module, open data, MV/P live

Duration
August 2021 — February 2022
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[Chatbot development and implementation]

Kasuta meie
teenuseid kodust

Toome maailma valjumata
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1 . . . Registreeritud kasutajad saavad
Ve e VWi 'I ) Q teadm|sed sinunl téistekste lugeda ka
C,I L\ | (_, 1 ) raamatukokku tulemata.

Avame oma lugejatele ukse tasulistesse teadus

andmebaasidesse nii maailmast kui Eestist. Loe teenustest Iihemalt

Q Otsi andmebaasidest artiklit, marksona, pealkirja... - Registreeru kasutajaks
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Uudised

Vaata koiki uudiseid
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1. Police and Border Control

2. Consumer Protection and Technical
Regulatory Authority

3. National Library Hi! How can | help you?




[Chatbot development and implementation]
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Further aevelopment

+ Further onboarding
+ Speech recognition and synthesis

+ Personalized services (both public- and
private sector)

+ Government mobile application and
alternative communication channels




[ PLATFORM DEVELOPMENT ]

Project goal

To complete analysis and create a PoC on classifying citizen and
private sector messages at domain/sectoral level.

Future benefits

Automatic classification of citizen and private sector messages
and forwarding them to the responsible Al bot, agency or




