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Over the past decade, Artificial Intelligence and 
Machine Learning (AI/ML) have moved from the 
realm of science fiction into the corporate and 
governmental mainstream. But while executives 
know what AI/ML is on a conceptual level, fewer 
leaders understand how to implement it to solve 
real business problems. In fact, one study by the 
SAS Institute on AI implementation in government 
reported that nearly 70% of respondents felt 
that they “don’t understand enough about 
AI to fully appreciate whether it will benefit 
our organization.” As a result, organizations 
often overlook the benefits of using AI to solve 
common business problems, like improving 
customer experience, reducing time spent on 
repetitive tasks, and monitoring security threats. 

In this e-book, we’ll walk you through 
three use cases that are transforming 
the operations of public agencies, 
along with tips for implementation that 
you can bring back to your team.

Improve Customer 
Experience 

Because today’s customers are accustomed 
to responsive technology in the private 
sector, public-sector organizations are 

under constant pressure to work more securely 
and efficiently without sacrificing the customer 

experience. Added to this pressure is the fact 
that when customers interact with government 
agencies, they often have an urgent need. 

Frequently, legacy systems hamstring government 
agents in their ability to meet customer needs, 
including efficiently handling a high volume 
of complex calls. Traditional customer-service 
solutions, such as keypad response systems and 
basic interactive voice responses, add delays and 
prevent customers from requesting higher-tier 
support. Because of this, some agencies are opting to 
replace outdated systems with AI/ML technology that 

What Is AI and Machine Learning?

Artificial Intelligence (AI) is a 
field of technology that aims to 
create intelligent machines which 
can recreate human thinking and 
behavior. Examples of AI include 
chatbots and self-driving cars. 

Machine learning (ML) is a subset of 
AI. With machine learning, machines 
can learn from data by themselves, 
without being explicitly programmed. 
Machine learning is often used in 
email filters, speech recognition, and 
other kinds of predictive software. 

https://www.sas.com/en_us/insights/articles/analytics/ai-in-government.html
https://www.sas.com/en_us/insights/articles/analytics/ai-in-government.html
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uses natural language processing (NLP) and intent 
analysis to direct calls to the most relevant agent. 

NLP is a subset of AI/ML that allows computers to 
digest and report on a large quantity of language 
data. For example, if a customer describes their 
problem in detail, the machine can capture that and 
share it with the agent. Intent analysis then takes 
that data and filters it to determine what a customer 
is most likely to ask. For example, the machine 
might capture words like “payment problem” 
and determine that a customer is having trouble 
using the online payment system. It then shares 
that information with the agent ahead of time. 

Using NLP and intent analysis, agents have 
significantly more data to work with before they 
even speak with the customer. On top of that, agents 
can pull up relevant documentation from previous 
calls. This cuts down the time it takes to resolve each 
problem because customers can be forwarded to 
the best agent for the job and don’t have to repeat 
themselves each time they are transferred to a 
new agent or automated system. Some agencies 
are taking an “omni-channel” approach,” allowing 
customers to seamlessly move from email, chatbot, 
or phone to another communication channel. 
This streamlined experience improves customer 
experience, saves time for both the customer and 
the agent, and makes it easier for agencies to track 
customer problems across all their systems. 

Tips for Implementation
Before adding AI/ML to a customer-service setting, 
start by identifying the specific service problem 
you need to solve. Are you trying to streamline the 
process or provide a more personalized experience 
for the customer? Are you looking to resolve issues 
quicker and more efficiently? Once you’ve identified 
your business problem, explore implementation 
options to find the technology that addresses 
your specific need. Cloud-based toolsets, like 
Amazon Lex, enable you to quickly prototype and 
implement ML solutions for customer service. 

Detect Fraud
Faster2

For agencies responsible for credit card 
processing, fraud detection is a critical 
technology. Traditional solutions, which use a 

rule-based approach, no longer deter today’s more 
competent and tech savvy fraudsters. For example, 
in the past, fraud alerts were triggered when a 
customer made a purchase over a certain amount, 
rapidly moved between geographic locations, or 
spent money at uncommon times, like late evening 
or early morning. But this type of rule-based 
approach is easy for scam artists to work around 
once they know the system’s parameters. To address 
this, many agencies are moving to “unsupervised 
learning” models that can sift through large datasets 
to find relationships that traditional systems miss.  

Unsupervised learning is a type of machine learning 
that allows systems to sort through large quantities 
of unlabeled data. In the context of fraud detection, 
unsupervised AI/ML technology can sort through 
large volumes of customer data and find patterns and 
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Supervised and 
Unsupervised Learning

There are two kinds of machine 
learning: supervised and unsupervised.

With supervised learning, algorithms 
are trained based on labeled data. 
This labeled data is organized into 
clusters based on characteristics, 
and becomes the “training” data for 
the system. All new data are then 
compared to the “training” data, and 
sorted into clusters.  For example, 
you could train a machine with 
hundreds of pictures and label them 
based on characteristics extracted 
from the images, like color, shapes, 
or content. You could then provide a 
new image and its characteristics, and 
the machine could properly identify it 
and sort it into its appropriate cluster. 

In unsupervised learning, on the 
other hand, the data is not labeled. 
Instead, machines are taught to 
identify patterns and relationships 
without human-created labels or 
categories. With unsupervised learning, 
you can feed a machine hundreds 
of unlabeled images, and it will sort 
those images into categories based 
on patterns and characteristics 
found within the images.

inconsistencies that may not be obvious in manual 
analysis. These systems look at attributes (like 
amount and time of purchase) and aggregate data 
(like value over time and frequency of purchases) 
to identify potentially fraudulent transactions. 
You can also train these algorithms to learn from 

earlier instances of fraud. The machine will study 
transactions you have labeled as fraudulent and 
flag existing data that has similar characteristics. 

With fraud detection AI, you don’t need your 
security experts to spend their days scrolling 
through logs. Instead, machines can do that 
hard work for you. Plus, your customer data will 
be safer, helping to mitigate financial losses.

Tips for Implementation
While fraud detection technology is an invaluable 
asset, those large datasets take up a lot of server 
space. Ideally, you want to deploy these systems 
in the cloud to avoid the high cost of setup and 
maintenance. AWS customers can use S3 to 
store data and integrate with Amazon SageMaker 
or AWS Lambda, which come with built-in 
algorithms you can implement with ease.

Efficiently
Analyze Data3

Customer service isn’t the only application 
for natural language processing (NLP). 
You can also use NLP to analyze data 

more efficiently. This saves your employees hours 
digesting highly technical and complex reports.  

For example, one federal financial regulatory agency 
uses NLP to process large amounts of unstructured 
data in the reports they receive from financial 
institutions. These reports contain a lot of “free-
form” text describing the state of the institution. 
In the past, that text had to be read and analyzed 
by a human. But with NLP, a machine can ingest 
that data and “normalize” it using data cleaning, 
which identifies synonyms and other commonly 
searched terms to make the document more 
searchable. These programs can also conduct basic 
sentiment analysis—a subset of AI determines 
whether the information is positive, neutral, or 
negative based on the language in the report. In 
the financial institution reports, for example, the 
AI technology determined that repeated use of 
the word “cost” meant an institution was more 
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likely to be poorly operated, whereas repeated 
use of the word “administration” meant an 
institution was more likely to be well managed. 

NLP and sentiment analysis make it easier for 
analysts to process large quantities of information 
and are often a more efficient way to extract meaning 
from reports than relying on individual readers—
who are less objective. As an added bonus, data-
cleansing technology means the reports will be 
easier to search and pull data from in the future.

Tips for Implementation
When you are implementing machine learning, 
you need to prototype rapidly. Rather than buying 
expensive hardware and spending time implementing 
algorithms from scratch, use readily available ML 
hardware and algorithms available on the cloud. You 
can quickly prototype and build initial models using 
cloud-native tools in AWS, like Amazon SageMaker.

Want to learn more about how your organization 
can leverage AI/ML to improve operations? 

Talk with the experts at Enquizit to explore the 
opportunities that exist for your agency. We 

bring deep knowledge of the AWS ecosystem and 
tips and tricks for implementation to help your 

organization streamline operations. Find out more at 
https://enquizit.com/

AI is for Everyone

The job of AI/ML is to improve the life of 
users––both customers and employees––
making their experience faster, more 

efficient, and in the end, more enjoyable. While 
AI/ML can seem intimidating, you can make it 
simpler by identifying your business problem, and 
enabling your project leaders with iterative, scalable 
processes. Then, your organization can leverage 
cloud-based ML solutions rather than developing 
home-grown algorithms that require expensive 
hardware. AWS offers a wide range of AI/ML tools 
that are easy to implement, so your team can 
embrace automation and start working smarter.

https://enquizit.com

