


BIG DATA  AND THE RED QUEEN

EFFECT
“In the 21st Century, data will eclipse both land and machinery as the most import-
ant asset.”  So says futurist and social scientist Yuval Noah Harari, in his book, “21 
Lessons for the 21st Century.” 

,QGHHG��LW�LV�KDUG�WR�RYHUVWDWH�WKH�SHUYDVLYH�LQưXHQFH�GDWD�FDQ�ZLHOG�LQ�RXU�OLYHV��
When harnessed for the good of the populace, government data contains the 
potency to vastly improve the quality of life for citizens and the quality of work for 
JRYHUQPHQW�HPSOR\HHV��7KH�SOHQLWXGH�RI�GDWD�LV�VWDJJHULQJ��%\�������UHVHDUFK�ƮUP�
IDC estimates all the data that we create, capture and replicate will total 175 zetta-
bytes -- or 175 trillion gigabytes. One government stakeholder who agrees with 
Harari on the epoch-making value of data compares it to “the iron and ore of the 
industrial age.” The technology that makes data a profound game-changer for the 
SUHVXPHG�EHWWHUPHQW�RI�VRFLHW\�LV�$UWLƮFLDO�,QWHOOLJHQFH��$,���

We’ve all heard of AI, but what is it exactly? Let’s go to the source. That would be 
6WDQIRUG�8QLYHUVLW\�SURIHVVRU�-RKQ�0F&DUWK\��ZKR�ƮUVW�XVHG�WKH�WHUP�LQ�������
GHVFULELQJ�$UWLƮFLDO�,QWHOOLJHQFH�DV�WKH�pVFLHQFH�DQG�HQJLQHHULQJ�RI�PDNLQJ�LQWHOOL-
gent machines, especially intelligent computer programs.” It is the limitless talents 
of those intelligent computer programs that invest data with virtually superhuman 
capabilities -- to summarize, to analyze, to prescribe solutions, to predict and to 
prevent outcomes. Through AI, we can teach machines -- to emulate and under-
stand human language and speech; human sight; and human intelligence -- so they 
in turn can teach us.

In more technical terms, those are known as the AI modes of Natural Language Pro-
FHVVLQJ��1/3��DQG�&RPSXWHU�9LVLRQ��&9�����WKH�ODWWHU�DOVR�NQRZQ�DV�9LGHR�$QDO\WLFV�
�9$���7KH\�DUH�LQ�WXUQ�HQDEOHG�E\�0DFKLQH�/HDUQLQJ��0/���8VLQJ�OLQHDU�UHJUHVVLRQ��
0DFKLQH�/HDUQLQJ�LV�D�VXEVHW�RI�$UWLƮFLDO�,QWHOOLJHQFH�WKDW�HPSRZHUV�XQVWUXFWXUHG�
or structured datasets, which are either built or imported, to recognize patterns 



DQG�WR�VWHHU�WKH�0/�FOLHQW�WR�VSHFLƮF�GHFLVLRQV�RU�LQVLJKWV���0DFKLQH�/HDUQLQJ�LV�WKH�
teacher that trains AI which patterns to look for, so AI can respond when it recog-
QL]HV�WKHP��0/��PRVWO\�XVHG�FXUUHQWO\�IRU�SUHGLFWLRQ�DQG�FODVVLƮFDWLRQ��KDV�RSHQHG�
a whole new world for the normally glacial-moving machinery of the public sector. 

,Q�JRYHUQPHQW�FLUFOHV��WKH\�WDON�RI�WKH�5HG�4XHHQ�(ƬHFW��,WoV�DQ�H[SHULHQFH�UHODW-
able to virtually anyone who’s worked in a middle management or bureaucratic 
FDSDFLW\��ZKHWKHU�LQ�WKH�SXEOLF�RU�SULYDWH�VHFWRU���7KH�5HG�4XHHQ�(ƬHFW�SRVLWV�WKDW�
the daily grind of a job function -- especially a rote job function -- creates a kind 
of inertia that inhibits innovation. A numbingly repetitive vocational routine all but 
renders innovation literally unthinkable. 

The complex infrastructure of government faces a kind of dilemma -- a dou-
ble-edged sword, if you will. It has at its disposal vast amounts of data from which it 
can derive an equally vast knowledge base of information, insights, and solutions to 
better serve humankind. How are government workers, though, expected to trans-
form all that data into actionable insights and viable solutions? It is painstaking 
work that requires highly specialized skillsets and an enormous amount of time. It 
FHUWDLQO\�LV�QRW�SUDFWLFDO�ZLWK�OHJDF\�RƱFH�ZRUNưRZ�VXFK�DV�VSUHDGVKHHWV��

Civil service workers will readily agree with what the Queen tells Alice in Lewis Car-
roll’s timeless parable: it “takes all the running you can do just to keep in the same 
place.”  If government wants to fully unleash the magical powers of the genie inside 
data, it must  “go somewhere else,” to further quote the Queen, who advises Alice 
to “run at least twice as fast.”  Enter the blinding speed and limitless potential of 
$UWLƮFLDO�,QWHOOLJHQFH��$,���ZKLFK�FRQWLQXHV�WR�JDLQ�WUDFWLRQ�LQ�DOO�FRUQHUV�RI�JRYHUQ-
ment and in all corners of the globe. 



0RUH�WKDQ�IRXU�RXW�RI�ƮYH�RUJDQL]DWLRQV�LQ�WKH�SXEOLF�VHFWRU�LQWHQG�WR�XVH�$,��DF-
cording  to a Deloitte study. As use cases illustrated in this paper attest, govern-
ment departments are making headway leveraging some form of AI, typically for 
WKH�VDNH�RI�HƱFLHQF\�DV�ZHOO�DV�LPSURYHG�HƱFDF\�DQG�DFFXUDF\�LQ�RXWFRPHV�WKDW�
serve constituents. How agencies use AI and its modes tends to depend on wheth-
er they are more oriented towards research and development or towards policy-
PDNLQJ��)RU�H[DPSOH��WKH�UHVHDUFK�IRFXVHG�1,+��1DWLRQDO�,QVWLWXWHV�RI�+HDOWK��KDV�
DQ�$,�EXGJHW������ELOOLRQ��PRUH�WKDQ�GRXEOH�WKDW�RI�WKH�SROLF\�FHQWULF�'R/��'HSDUW-
PHQW�RI�/DERU����

'HSDUWPHQW�EXGJHW�SROLFLHV�SURYLGH�D�ZLQGRZ�LQWR�WKHLU�UHODWLYH�DƱQLW\�IRU�$,�DGRS-
WLRQ��7KH�&HQWHUV�RI�([FHOOHQFH��&R(��XQLW�ZLWKLQ�*6$��*HQHUDO�6HUYLFHV�$GPLQLVWUD-
WLRQ�����ZKLFK�LQFOXGHV�DQ�$,�VXEGLYLVLRQ����UHFRPPHQGV�DJHQFLHV�DOORFDWH�WKH�����
RI�WKHLU�EXGJHW�QRW�XVHG�IRU�GD\�WR�GD\�RSHUDWLRQV�WR�PRGHUQL]DWLRQ��2I�WKDW������
VKRXOG�EH�HDUPDUNHG�IRU�XSJUDGLQJ�V\VWHPV�DQG����IRU�LQQRYDWLRQ��:KDW�HQGV�XS�
KDSSHQLQJ�LQ�WRR�PDQ\�FDVHV��KRZHYHU��LV�WKDW�WKH�����SXW�DVLGH�IRU�pIXWXUL]LQJq�WKH�
DJHQF\�LV�HƬHFWLYHO\�IROGHG�LQWR�WKH�PDLQWHQDQFH�RI�WKH�VDPH��ROG�VWDWXV�TXR�
Another AI challenge for government is that “government units don’t know what 
GDWD�WKH\�KDYH�q�VD\V�,QIRU�93�%RE�%HQVWHDG��0RUH�RSWLPLVWLF�LV�WKH�VXUYH\�WKDW�
VD\V�QHDUO\�����RI�JRYHUQPHQW�OHDGHUV�DJUHH�WKDW�WKHUH�LV�YDOXH�LQ�XSJUDGLQJ�WKHLU�
data analytics platform. A logical entry point for government functionaries to apply 
$,�DUH�WKH�EDVLF�EXW�YHU\�YHUVDWLOH�0DFKLQH�/HDUQLQJ�FDSDELOLWLHV�RI�1/3�DQG�&9�

7KH�LQJHQLRXV�DELOLW\�RI�1/3�WR�ƮQG�SDWWHUQV�LQ�RWKHUZLVH�DEVWUDFW�GDWD�LV�EHLQJ�GH-
ployed at agencies to improve the speed and quality of decision-making, upgrade 
services, and protect populations at risk, whether due to environmental hazards, 
health crises, cyber attacks, economic vulnerability, or terroristic threats. In that 
way, government units can study patterns on matters of public interest, and more 
UDSLGO\�RUJDQL]H�PRXQWDLQV�RI�GDWD�IRU�RSWLPDO�HƱFLHQF\��

)(0$��)HGHUDO�(PHUJHQF\�0DQDJHPHQW�$JHQF\��XVHV�HQWHUSULVH�DQDO\WLFV�WR�DLG�
SHRSOH�EHIRUH��GXULQJ�DQG�DIWHU�VXFK�GLVDVWHUV�DV�+XUULFDQH�6DQG\�LQ�������7KH�
data helps in the research and delivery of preparedness grants, training and exer-
cises, and pre-disaster mitigation. Other data-driven activities are coordinating the 
federal response, managing resources, and strategizing long-time recovery.

Australia’s National Criminal Intelligence System uses ML to collect and monitor 
data on criminal activity so it can prevent anti-social activities instead of always 
having to respond after the fact.

One reason NLP is a popular use of AI to date in both public and private sectors 
is because NLP uses as its raw material the massive amounts unstructured data 
generated by all of us on a daily basis -- through social media, email, phone con-
YHUVDWLRQV��ZHE�GRFXPHQWDWLRQ��<HW������RI�DOO�GDWD�LV�XQVWUXFWXUHG��7KDWoV�ZKHUH�
the human element of NLP enters the equation, to annotate, label, and enrich. NLP 
processes the data into valuable insights about human behavior, public sentiment, 
policymaking, criminal intent, security leaks, and other information that greatly en-
hances government services and empowers government constituents.  



&RPSXWHU�9LVLRQ��&9��LV�DQRWKHU�$,�WHFKQRORJ\�ƮQGLQJ�LWV�ZD\�LQWR�D�JURZLQJ�QXP-
ber of government agencies. By monitoring strategically placed cameras in public 
VSDFHV��&9�FDQ�EH�XVHG�WR�DQWLFLSDWH�VHFXULW\�WKUHDWV�VXFK�DV�ưDVK�PREV�IRUPLQJ�
spontaneously with disruptive intent. 

It can see and report from still and moving images potentially dangerous objects 
such as guns, or potentially dangerous public safety threats such as compromised 
LQIUDVWUXFWXUH�LQ�QHHG�RI�LPPLQHQW�UHLQIRUFHPHQW�RU�UHSODFHPHQW��9LGHR�$QDO\WLFV�
RƬHUV�LQFUHDVLQJO\�UHOHYDQW�XWLOLW\�WRR�DV�D�KLJK�WHFK�PHDQV�RI�FRPSLOLQJ�DQG�DQ-
alyzing the footage from body cameras that are fast being adopted as mandatory 
JHDU�ZRUQ�E\�XQLIRUPHG�ODZ�HQIRUFHPHQW�RƱFHUV��

As much progress as has been made in developing use cases for the NLP and 
&RPSXWHU�9LVLRQ�PRGHV�RI�$,��WKHUH�UHPDLQ�IRUPLGDEOH�EDUULHUV�DQG�FKDOOHQJHV�WR�
VXUPRXQW��:KLOH�WKHUH�LV�QR�VKRUWDJH�RI�GDWD��KDYLQJ�WKH�ƮQDQFLDO�ZKHUHZLWKDO�DQG�
requisite human resources to extract value from that data remain beyond the grasp 
of many agencies. New budgets must be created and approved to acquire and 
process the data. That’s not to say all the data is ready for processing. That cre-
ates a snag within government agencies, where there is a notable shortage of data 
scientists with the skillset or training to structure data, a necessary step to make it 
compatible with the algorithms that are the heart of Machine Learning and Natural 
Language Processing. 

A long-term strategy, that needs to be put in motion “yesterday,” as they say, re-
quires the expense of recruiting and training a next-generation workforce. The 
current average age of government workers is older than the comparable private 
VHFWRU�DYHUDJH�DJH��,Q�WKH�SXEOLF�VHFWRU������RI�WKH�ZRUNHUV�DUH�PLOOHQQLDOV��FRP-
SDUHG�ZLWK�����RI�ZRUNHUV�LQ�WKH�SULYDWH�VHFWRU�ZKR�DUH�LQ�WKDW�FRKRUW��&DUHHU�FLYLO�
servants facing the sunset of their careers are neither conversant in new technolo-
gy nor interested in adapting to it. 

At the local level, the situation can be starker. In Portland, for example, almost one-
third of the government workforce is retirement age, reports its Public CIO. There 
also has been a lack of suitable tech talent at the leadership level, with those pol-
LF\PDNHUV�DFWLQJ�HƬHFWLYHO\�DV�D�URDGEORFN�WR�WKHLU�DJHQFLHVo�DGRSWLQJ�YDOXDEOH�
FDSDELOLWLHV�VXFK�DV�1/3�DQG�&RPSXWHU�9LVLRQ��'HORLWWH�DQDO\VWV�FRQWHQG�WKDW�WKH�
government must cast a wider net to recruit talent from all corners of the technolo-
gy sector if it is to get up to speed with AI and exploit to the fullest extent its varied 
DWWULEXWHV�IRU�WKH�EHQHƮW�RI�WKH�FLWL]HQU\�DQG�WKH�FRPPRQ�ZHOIDUH��

Career civil servants facing the sunset of 
their careers are neither conversant in new 
technology nor interested in adapting to it. 



In the meantime, help is on the way in the person of an increasingly visible role 
DW�IHGHUDO�DQG�ORFDO�OHYHOV��WKH�&'2��RU�&KLHI�'DWD�2ƱFHU��,WoV�D�FULWLFDO�SRVLWLRQ�
FKDUJHG�ZLWK�D�SXUYLHZ�RI��WR�SXW�LW�GHFHSWLYHO\�VLPSO\��pƮQGLQJ�VROXWLRQV�WR�SXEOLF�
problems,” in the words of a Deloitte-Beeck Center report. 

7KH�H[LVWHQFH�RI�GLVSDUDWH�VLORV�RI�GDWD�DW�GLƬHUHQW�OHYHOV�DQG�DJHQFLHV�LV�DQRWKHU�
PDMRU�LVVXH�WR�EH�DGGUHVVHG�LQ�SURPRWLQJ�WKH�XVH�RI�1/3�DQG�&9�ZLWKLQ�JRYHUQ-
ment groups. The lack of a cohesive, standardized data platform is holding back 
$,�DGRSWLRQ�LQ�JRYHUQPHQW��VD\V�WKH�&HQWHU�IRU�'LJLWDO�*RYHUQPHQW�LQ�D�UHSRUW�IRU�
WKH�'HSDUWPHQW�RI�+HDOWK�DQG�+XPDQ�6HUYLFHV��++6���p$Q\�NLQG�RI�DQDO\WLFV�DQG�
reporting based on silos will give you a very narrow view of things,” according to 
Anthony Farinha of cloud database company Couchbase. 

7KH�&HQWHU�IRU�'LJLWDO�*RYHUQPHQWoV�VHQLRU�IHOORZ�2WWR�'ROO�LV�PRUH�EOXQW�LQ�KLV�DV-
sessment of the need to formulate a single system of data processing: “If the pub-
lic understood what kind of decisions are being made by a department or agency 
relying solely on the information they collect themselves, they would be shocked.” 
7KH�&HQWHU�SRLQWV�RXW�WKDW�E\�KDYLQJ�D�XQLƮHG�SODWIRUP�ZLWK�D�VWDQGDUGL]HG�WRRONLW�
of analytic models, predictive algorithms will be easier to build, lowering cost and 
WLPH�F\FOHV�IRU�PDQDJLQJ�D�SXEOLF�KHDOWK�FULVLV�OLNH�WKH�&RYLG����SDQGHPLF��

$QRWKHU�VLJQLƮFDQW�DGYDQWDJH�RI�D�XQLƮHG�SODWIRUP�LV�WKDW�LW�KDV�WKH�SRWHQWLDO�WR�
simplify and democratize access to the analytics dashboard. That means even 
an analyst without high-end data science skills in using NLP still would be able to 
mine the data for valuable information without having to be data-literate in esoteric 
jargon or parameters. That kind of open access platform is analogous to someone 
who doesn’t know computer coding having the ability to manage a website through 
the user-friendly dashboard of a content management system like WordPress. On 
a macro level, at least, the will appears to be there to do what it takes to turn AI to 
the government’s advantage in all ways possible. A Deloitte survey says more than 
����RI�SXEOLF�VHFWRU�HQWLWLHV�LQGLFDWH�WKH\�SODQ�WR�XVH�$,�DQG�DOPRVW���RXW�RI����
consider cognitive technologies “of extreme importance” to their business.

Source: iMerit



NLP SPEAKS MACHINE LEARNING’S LANGUAGE
Outside of nuclear energy, there arguably never has been a more transformation-
DO�WHFKQRORJ\�DYDLODEOH�WR�JRYHUQPHQW�WKDQ�WKH�0DFKLQH�/HDUQLQJ��0/��FDSDELOLW\�
LQKHUHQW�LQ�$UWLƮFLDO�,QWHOOLJHQFH��7KH�PRUH�GDWD�WKDW�LV�JHQHUDWHG��WKH�PRUH�GLƱFXOW�
it becomes for government workers to manage it all in a way that best serves their 
respective populations. 

8VLQJ�WKH�DOJRULWKPV�SURJUDPPHG�LQWR�0/��1DWXUDO�/DQJXDJH�3URFHVVLQJ��1/3��
takes text or voice data, analyzes it, detects patterns and anomalies, and delivers 
meaning and context based on the parameters it has been given by data scientists 
In this way, the knowledge workers inside government agencies can more quickly 
DQG�HƬHFWLYHO\�FDWHJRUL]H�GLVFLSOLQHV�WKH\�RYHUVHH��GUDZ�FRQFOXVLRQV�IURP�SXEOLF�
sentiment, and plan for the future by predicting likely market patterns.

'DWD�FDQ�EH�WKRXJKW�RI�DV�WKH�JUH\�PDWWHU�RI�$UWLƮFLDO�,QWHOOLJHQFH��:LWK�WKH�JRYHUQ-
ment collecting and generating data measured  in zettaabytes, and with hundreds 
of millions of citizens to enable, serve and protect, it’s no stretch -- if a bit corny 
���WR�FDOO�JRYHUQPHQWoV�DƱQLW\�DQG�XWLOLW\�IRU�1DWXUDO�/DQJXDJH�3URFHVVLQJ�DQG�
Machine Learning a match made in heaven. This is being borne out by the growing 
UDQJH�RI�DJHQFLHV�DQG�RWKHU�JRYHUQPHQW�IXQFWLRQV�DGRSWLQJ�1/3�WR�IXOƮOO�PLVVLRQV��

In healthcare, the U.S. National Library of Medicine uses NLP to protect patient 
SULYDF\�E\�pGH�LGHQWLI\LQJq�WKHLU�FRQƮGHQWLDO�PHGLFDO�UHFRUGV��,Q�SKDUPDFRORJ\��
the National Center for Toxicological Research accessed the archives of the FDA 
�)RRG�DQG�'UXJ�$GPLQLVWUDWLRQ��IRU�WKH�SXUSRVH�RI�SUHGLFWLQJ�GDQJHURXV�UHDFWLRQV�
to certain combinations of drugs. In ecology, NLP made it faster and more feasible 
for the Department of Energy to determine, in order of cleanliness, the top energy 
innovation ecosystems in the country. 

Beyond their ability to read human language and generate and understand text 
in a literal sense, the value of NLP to the complexity of federal services is great-
ly enhanced by additional talents. It can perform sentiment analysis to interpert 
intentions in a human voice or statement, and identify and classify categories of 
LQIRUPDWLRQ��HQWLW\�UHFRJQLWLRQ���7KDWoV�RI�WUHPHQGRXV�LPSRUW�IRU�XQGHUVWDQGLQJ�WKH�
critical issues on the electorate’s mind, and for assessing public opinion on those 
issues.

For the algorithm to be trained, though, it can’t be fed raw, unstructured data -- 
GDWD�WKDW�FDQ�FRPH�IURP�VRFLDO�PHGLD��HPDLO��ZHEVLWHV��FDOO�FHQWHUV��ƮHOG�UHSRUWV�
DQG�PDQ\�RWKHU�VRXUFHV��6,QFH�����RI�GDWD�LV�XQVWUXFWXUHG��WKH�GDWDVHWV�WKDW�DUH�
XSORDGHG�IRU�1/3�PXVW�ƮUVW�EH�ODEHOHG��DQQRWDWHG�DQG�HQULFKHG�WR�UHVSRQG�WR�
DOJRULWKPV�WKDW�DUH�SURJUDPPHG�WR�WHDFK�LW��,Q�WKDW�ZD\��FODVVLƮFDWLRQV�DQG�SDWWHUQV�
FDQ�EH�GHWHFWHG�WKDW�DUH�XVHG�WR�WUDLQ�WKH�DOJRULWKP�IRU�D�VSHFLƮF�SXUSRVH��VXFK�DV�
detecting fraud. That process requires data scientists who are expert in analyzing 
and annotating the data to ensure the enriched data meets the rigorous standards 
required to produce accurate results.



Machine Learning’s two primary functions are to analyze or identify existing pat-
WHUQV�DQG�WR�SUHGLFW�IXWXUH�HYHQWV�RU�DFWLYLWLHV��)(0$��)HGHUDO�(PHUJHQF\�0DQ-
DJHPHQW�$JHQF\��KDV�XVHG�0/�VFLHQFH�WR�ORFDWH�VKDUGV�RI�LQIUDVWUXFWXUH�EXULHG�
LQ�ODYD�ưRZ��$�PLGZHVWHUQ�PXQLFLSDOLW\�XVHG�0/�WR�IRUHFDVW�ZKHQ�SRWKROHV�ZRXOG�
appear. The Department of Defense is the leading proponent in the public sector of 
AI in general, and NLP in particular. In fact, it was the agency’s DARPA branch that 
hatched the concept for Siri, the seminal digital voice assistant.

7KH�'R'oV�EXGJHW�IRU�1/3�LV�URXJKO\������PLOOLRQ��,Q�RQH�K\SRWKHWLFDO�VFHQDULR�
FRQVWUXFWHG�E\�'HORLWWH�>DUWLFOH�E\�(JJHUV�HWF��-DQ����������@��D�'HSDUWPHQW�RI�
Defense team is able to evaluate potential threats and help direct mission strategy 
E\�JDWKHULQJ�ZHDWKHU�GDWD�IURP�WKH�1DWLRQDO�:HDWKHU�6HUYLFH��WUDƱF�GDWD�IURP�WKH�
Department of Transportation, public online comments, details on military maneu-
vers, and social media posts.

Where weather and military activity are examples of structured data, in contrast 
DUH�WKH�DQHFGRWDO�FRQWHQW�RI�VRFLDO�PHGLD��RQOLQH�FRQYHUVDWLRQV��DQG�ƮHOG�UHSRUWV�
by the military -- all of which are unstructured. To detect trends from that material 
through manually studying it is overwhelming in terms of time, energy, and cost. 
7KH�VROXWLRQ�WKDW�UHVXOWHG�IURP�WKLV�FKDOOHQJH�LV�WKH�ZRUN�RI�'R'oV�'$53$��'HIHQVH�
$GYDQFHG�5HVHDUFK�3URMHFWV�$JHQF\���,WoV�D�SURJUDP�FDOOHG�'()7��'HHS�([SORUDWLRQ�
DQG�)LOWHULQJ�RI�7H[W��WKDW�XVHV�1/3�WR�DXWRPDWLFDOO\�H[WUDFW�DQG�XVH�LW�WR�VWUDWHJL]H�
and make informed decisions. 

International Data Corp. has projected that productivity improvement valued at 
PRUH�WKDQ������ELOOLRQ�FRXOG�EH�DFKLHYHG�LQ������DORQH�DV�D�UHVXOW�RI�NQRZOHGJH�
gained from structured and unstructured data. The more paper the government 
produces, the more incentive it has to move away from producing more than it 
must. To that end, it has digitized roughly 250 million pages of records, with a goal 
RI�RQH�KDOI�ELOOLRQ�SDJHV�E\�������$OO�RI�WKRVH�PRXQWDLQV�RI�GDWD�QHHG�WR�EH�VWUXF-
tured, which is the role of NLP. Through entity recognition, unstructured data such 
as tweets regarding the 2020 Presidential Election can be categorized as support-
ing either of the major candidates to discern public opinion from raw data instead 
of from surveys that some think are weighted one way or another. 

Source: iMerit



A related application is commented on by Lu Wei, a professor at Singapore Uni-
YHUVLW\�RI�7HFKQRORJ\�DQG�'HVLJQ��ZKR�WROG�*RY,QVLGHU��p<RX�FDQ�EXLOG�D�V\VWHP�WR�
detect fake news in tweets.” In an age where threats of international terrorism has 
gone digital -- with cyber attacks on the rise -- NLP is being used by governments 
around the world to anticipate and detect warning signs of impending attacks. 

0DFKLQHV�DUH�EHLQJ�WUDLQHG�WR�ưDJ�VHPDQWLF�LQIRUPDWLRQ�IURP�GRFXPHQWV�WKDW�FDQ�
lead to identifying trouble spots or aberrations or coded language in what is oth-
HUZLVH�QRUPDO�ORRNLQJ�FRPPXQLFDWLRQV��8VLQJ�HQWLW\�FODVVLƮFDWLRQ��DOVR�NQRZQ�DV�
WH[W�FOXVWHULQJ���WKH�8�6��'HSDUWPHQW�RI�$JULFXOWXUHoV�&HQWHU�IRU�7REDFFR�3URGXFWV�
sorts documents concerning menthol cigarettes in one grouping to better under-
stand and address through policymaking the smoking habits of underage youth 
who favor that taste. 

NLP also is highly useful for analyzing patterns to determine the reasons or factors 
IRU�ZK\�FHUWDLQ�JRYHUQPHQW�GRFXPHQWV�DUH�FODVVLƮHG�ZKLOH�RWKHUV�DUH�QRW��7DNLQJ�LW�
a step further, NLP can be used to classify documents directly. 

As paramount as public safety is for governments to monitor and keep secure, 
there are also a great deal of applications for NLP in the public sector that can im-
prove everyday qualify of life. In healthcare, a study of urgent care cases can help 
improve the practice of triage by ranking the most serious and frequent cases that 
should command immediate attention. 

0DFKLQH�/HDUQLQJ�IRU�1/3�LV�D�QHYHU�HQGLQJ�DƬDLU��RI�FRXUVH��EHFDXVH�DOO�ODQJXDJHV�
evolve in terms of their common usage, with slang expressions and other depar-
tures from formal language constantly entering the vernacular. For example, millen-
nials have their own vocabulary that older persons don’t necessarily recognize. NLP 
has to keep up with the times, which is just one reason why unstructured text must 
EH�H[SHUWO\�DQQRWDWHG�DQG�H[WUDFWHG�IRU�LW�WR�GR�LWV�MRE�ZLWK�DOPRVW������DFFXUDF\���

Source: iMerit



CV FACILITATES CRIMINAL INVESTIGATIONS
,Q�WKH�PRYLH�p3DWULRWV�'D\�q�DERXW�WKH������WHUURULVW�ERPELQJ�DW�WKH�%RVWRQ�0DU-
DWKRQ��RƱFLDOV�IURP�IHGHUDO��VWDWH�DQG�ORFDO�ODZ�HQIRUFHPHQW�DJHQFLHV�DUH�VHHQ�
in a makeshift emergency outpost endlessly studying and manipulating images 
playing across laptop screens. They are trying to reconstruct and make sense of 
the events that took place before, during, and after the deadly explosion that killed 
three and injured more than 250. 

7KH�VR�FDOOHG�&RPSXWHU�9LVLRQ�IRRWDJH�DW�WKHLU�GLVSRVDO�ZDV�FRPSLOHG�IURP�DQ�
DUUD\�RI�FDSWXUH�GHYLFHV��(YHQ�LQ�������YLGHR�pH\HVq�ZHUH�EHFRPLQJ�XELTXLWRXV�RQ�
streetscapes: cell phones, surveillance cameras, broadcast footage, sensors, body 
cameras. They all contributed to the volume of visual, text and other data -- 10 tera-
bytes’ worth -- that led to the capture and conviction of the two suspects. 

The deployment of Machine Learning to trace their activity and home in on their ul-
timate destinations made possible a highly accelerated process for a complex and 
JUDQXODU�LQYHVWLJDWLRQ��2QH�HVWLPDWH�LV�WKDW�LW�ZRXOG�KDYH�WDNHQ�D�KXPDQ�ƮYH�\HDUV�
to manually review the 10TB of video and other data at the investigators’ disposal. 
&RPSXWHU�9LVLRQoV�UROH�LQ�WKH�%RVWRQ�0DUDWKRQ�FDVH�VWDQGV�DV�D�ODQGPDUN��VHPLQDO�
application of video analytics to solve a crime. 

&RPSXWHU�9LVLRQ�XVHV�$UWLƮFLDO�,QWHOOLJHQFH�WR�VWXG\��SURFHVV��DQG�LQWHUSUHW�ERWK�
PRYLQJ�DQG�VWLOO�LPDJHV��*RYHUQPHQW�XQLWV�LQ�ODZ�HQIRUFHPHQW��SXEOLF�VDIHW\��DQG�
other disciplines take advantage of the technology to facilitate criminal investiga-
tions, infrastructure surveillance, and high-level event security, where terrorism vig-
LODQFH�DOZD\V�LV�D�WRS�SULRULW\��6LQFH�WKDW�PLOHVWRQH�XVH�RI�YLVXDO�IRUHQVLFV�LQ�������
video images have become an intrinsic part of society’s central nervous system. 

:H�FDQQRW�JR�DQ\ZKHUH�WKHVH�GD\V�ZLWKRXW�PRYLQJ�DQG�VWLOO�LPDJHV�ƮOOLQJ�RXU�ƮHOG�
RI�YLVLRQ��*RRJOH�(DUWK�DORQH�LV�SURRI�RI�WKDW��$Q\ERG\�FDQ�JR�RQOLQH�DQG�KRPH�
in on any terrestrial location anywhere in the world. The average person, whether 
aware of it or not, is starring in his or her own movie, every day, everywhere. We 
constantly are under surveillance. 

On top of the video devices that were exploited by the Boston Marathon data 
scientists, today we are virtually swimming in a rising tide of images generated by 
satellites, drones, dashcams, body cameras, and webcams.

&RPSXWHU�9LVLRQ�IRU�JRYHUQPHQW�XVH�LV�EHFRPLQJ�PRUH�DƬRUGDEOH��WKDQNV�WR�ORZ�
cost computing and faster processing speeds. Using high-resolution images, Arti-
ƮFLDO�,QWHOOLJHQFH��DQG�QHXUDO�QHWZRUNV��&RPSXWHU�9LVLRQ�FDQ�DFFXUDWHO\�PLPLF�WKH�
ZD\�KXPDQV�VHH��EXW�ZLWK�D�VXEVWDQWLDOO\�ORZHU�HUURU�UDWH�RI�����FRPSDUHG�ZLWK����
for humans who are analyzing images.

0DUNHW�LQWHOOLJHQFH�ƮUPV�HVWLPDWH�&RPSXWHU�9LVLRQ�ZLOO�EHFRPH�D��������ELOOLRQ�
EXVLQHVV�E\�������



$QRWKHU�HPHUJLQJ�DUHD�RI�&9�LV�LPDJH�UHFRJQLWLRQ��,Q�ORFDO�SROLFLQJ�DFWLYLWLHV�RU�LQ�
vehicular tracking, it can read and record license plates. In healthcare, image rec-
RJQLWLRQ�FDQ�PRUH�SUHFLVHO\�GLDJQRVH�LOOQHVVHV��:KHQ�SDLUHG�ZLWK�$UWLƮFLDO�,QWHOOL-
gence, the technology can compare images found on social media to stored data 
sets to identify a suspect, and even can analyze facial expressions to extract senti-
PHQW�EHKLQG�D�SRLQW�RI�YLHZ��)RU�H[DPSOH��WKH�XVH�RI�WUDƱF�FDPHUDV�KDYH�EHFRPH�
standard operating practice throughout the country. Law enforcement uses them 
IRU�DQDO\VLV�RI�PRYLQJ�YLRODWLRQV�DQG�WUDƱF�ưRZ�PDQDJHPHQW��WR�PLQLPL]H�FROOL-
sions. State highway authorities use overhead cameras at toll plazas for a bird’s eye 
YLHZ�RI�VFRƲDZV��9LGHR�pFDWFKHVq�WKHP�LQ�WKH�DFW��DQG�GDWD�VFLHQFH�WDNHV�RYHU�WR�
track them down and bill them for the toll, under penalty of license suspension, or 
revocation for non-payment. 

When algorithms are optimized through Machine Learning to analyze video, it can 
reduce to a matter of days, if not hours, the time required to index the visual data, 
VRUWLQJ�WKURXJK�FODVVLƮFDWLRQV�VXFK�DV�D�SHUVRQoV�DJH�DQG�JHQGHU��DQ�REMHFWoV�
size, shape, or color, and a vehicle’s speed and direction. For example, the Machine 
Learning algorithm can be trained to search for all males with a backpack from 20-
���\HDUV�ROG��RU�IRU�DOO�FDUV�FRORUHG�JUHHQ�WKDW�DUH�KHDGHG�VRXWK��7KH�SRZHU�RI�9LG-
eo Analytics continually grows more sophisticated as data scientists master how to 
make the most of Machine Learning. 

Beyond studying recorded images after the fact, as in the Boston Marathon attack, 
&9�KROGV�WKH�SRWHQWLDO�IRU�LQYHVWLJDWRUV�WR�PRQLWRU�UHDO�WLPH�DFWLYLW\�YLD�YLGHR�WKDW�
serves preventive purposes by alerting authorities to pending trouble, so they can 
stop it before it causes severe damage or costs lives. Tests like that have been 
performed in the past at airports in London, where suspicious activity was followed 
DQG�ưDJJHG��7KH�PDFKLQH�LV�WUDLQHG�ZLWK�H[DPSOHV�RI�W\SLFDO�KXPDQ�EHKDYLRU�VR�
that any variations quickly can be isolated and addressed as appropriate or inap-
propriate. There are advances as well that detect micro-movements in a person’s 
behavior, such as dropping a suspicious-looking bag in an airport.



7KH�EHQHƮWV�IRU�IHGHUDO�DJHQFLHV�DUH�YDULHG�DQG�FRQWLQXDOO\�H[SDQGLQJ��7KH\�DUH�
becoming more knowledgeable and comfortable with the technology. It is being 
integrated as a core resource into their arsenal of assets, helping to boost the suc-
cess rate of their desirable outcomes. 

7KH�8�6��'HSDUWPHQW�RI�+RPHODQG�6DIHW\��'+6��PDNHV�H[WHQVLYH�XVH�RI�&RPSXW-
HU�9LVLRQ�WR�PRUH�VSHHGLO\�DQG�WKRURXJKO\�PRQLWRU�OLYH�VWUHDPV�RI�YLGHR�WKDW�FDQ�
detect suspicious activity in advance of an event that can threaten public safety 
and people’s lives. Such forms of predictive situational awareness are considered a 
PDMRU�IXWXUH�XVH�FDVH�IRU�&9��

$JHQFLHV�FDQ�LQYHVW�LQ�&9�IXWXUHV��DV�LW�ZHUH��E\�DQQRWDWLQJ�DQG�LQGH[LQJ�DUFKLYDO�
video data, making it highly searchable. They then can use it as a control group to 
identify and track behavior or objects that vary from the normal values that the ma-
FKLQH�KDV�EHHQ�WDXJKW��,Q�WKH�VDPH�ZD\��&9�LV�XVHIXO�IRU�LVRODWLQJ�IDNH�RU�FRXQWHUIHLW�
images from authentic ones.

The Department of Defense’s Intelligence Advanced Research Projects Activity 
�,$53$��XQLW�IXQFWLRQV�DV�WKH�UHVHDUFK�DUP�RI�WKH�8�6��LQWHOOLJHQFH�FRPPXQLW\��)RU�
the past several years, it has been building ever larger datasets for the purpose of 
UHƮQLQJ�&RPSXWHU�9LVLRQ�DOJRULWKPV�WR�WUDFN�KXPDQ�DFWLYLW\�LQ�XUEDQ�HQYLURQPHQWV��
By daisy-chaining video data collected from unrelated networks, the agency’s suc-
FHVV�UDWH�LQ�LGHQWLI\LQJ�WDUJHWV�FRXOG�EH�H[SHFWHG�WR�LQFUHDVH�VLJQLƮFDQWO\�PRYLQJ�
forward.

The challenge for IARPA is to train algorithms that can follow human activity which 
VSDQV�D�GLVSDUDWH�DUUD\�RI��YLGHR�VXUYHLOODQFH�V\VWHPV�LQ�IDU�ưXQJ�ORFDWLRQV��7R�DF-
complish this, the agency needs a lot more data to feed the machines. This way, the 
broadest range of possible pathways is taken into account. 

As smart as the machines are, they only know what their algorithms have been 
trained to recognize, and then they compare that baseline information to aberra-
tions or anomalies for further analysis by their human operators. The implications 
RI�OHYHUDJLQJ�PXFK�ODUJHU�GDWDVHWV�WR�SXVK�WKH�FDSDELOLWLHV�RI�&9�DUH�SURIRXQG�
DFURVV�WKH�SXEOLF�VHFWRU��%HQHƮFLDULHV�LQFOXGH�WKH�DUPHG�IRUFHV��LQWHOOLJHQFH�DJHQ-
cies, transportation systems, environmental agencies, homeland security, aeronau-
tics, and more. 
 
2QH�RI�WKH�DGYDQWDJHV�RI�$,�DSSOLFDWLRQV�OLNH�&RPSXWHU�9LVLRQ�LV�WKH�UH�DOORFDWLRQ�
of a specialized, skilled workforce to focus their time and resources on high-value 
tasks that are beyond the scope of automation. 

There are emerging a number of issues to be addressed concerning such critical 
matters as access to better training data and to multi-camera networks to improve 
0DFKLQH�/HDUQLQJ�DFFXUDF\��HWKLFDO�TXHVWLRQV�RI�SULYDF\��RQ�ELDV��QRWDEO\�LQ�IDFLDO�
UHFRJQLWLRQ�DOJRULWKPV���DQG�&9�EHVW�SUDFWLFHV�WKDW�VKRXOG�EH�VWDQGDUGL]HG�DFURVV�
federal operating units to foster more cooperation and shared knowledge that will 
lead to more consistent quality in both video and data output. 



AI FOR DISASTER RESILIENCE BY GOVERNMENTS, NGOS
+HUH�DUH�H[DPSOHV�LOOXVWUDWLQJ�KRZ�*HRVSDWLDO�DSSOLFDWLRQV�FDQ�EH�XVHG�WR�KHOS�
the public sector respond to disasters. Whether natural or not, AI improves di-
VDVWHU�UHVLOLHQFH�HƬRUWV��5HJDUGOHVV�RI�FRQWLQHQW�RU�FRXQWU\��JRYHUQPHQWV��1*2V�
and international aid workers use AI to identify damage, deliver aid fast, and re-
EXLOG�FRPPXQLWLHV�DIWHU�GLVDVWHUV��SXWWLQJ�DƬHFWHG�SHRSOH�RQ�SDWKV�WR�UHFRYHU\�



THE RISE OF THE CHIEF DATA OFFICER IN GOVERNMENT
7KHUH�LV�D�YLVLEOH��DQG�VLJQLƮFDQW��GHYHORSPHQW�WDNLQJ�SODFH�LQ�JRYHUQPHQW��DW�DOO�
levels, that underscores the bureaucracy’s growing recognition of the virtually in-
ƮQLWH�YDOXH�ORFNHG�LQVLGH�ELJ�GDWD��WKH�ULVH�RI�WKH�&KLHI�'DWD�2ƱFHU��

With the growing sophistication of Machine Learning, and its spreading utility in 
the public sector -- notably through Natural Language Processing and Computer 
9LVLRQ����LWoV�QR�ORQJHU�DGHTXDWH�WR�WUHDW�GDWD�VFLHQFH�OLNH�D�QLFH�DIWHUWKRXJKW�RU�
optional upgrade to legacy systems. Nor is it defensible for government operating 
units to think of it primarily as a future technology, claiming that it is premature to 
FRPPLW�GHGLFDWHG�UHVRXUFHV��ERWK�KXPDQ�DQG�ƮQDQFLDO��

6LOLFRQ�9DOOH\oV�UHOHQWOHVV�SXUVXLW�RI�$,�LQQRYDWLRQ�DQG�LWV�DWWHQGDQW�PDUNHW�GRPL-
nation of our culture should be the only motivation government operatives need to 
equip our bureaucracy with state-of-the-art tools to keep pace with its citizenry in 
terms of technological adoption. The management of data has become so perva-
sive and endemic to how government goes about its business that it demands its 
RZQ�YHUWLFDO�MRE�GHVFULSWLRQ��$QG�VR�ZDV�FRQFHLYHG�WKH�UROH�RI�&KLHI�'DWD�2ƱFHU��
The CDO is a logical extension of the same lineage as CIO and CTO. 

The newly evolving position is institutional proof of the expanding role data has in 
people’s lives, and not always to their satisfaction. Privacy -- or, more precisely, the 
invasion of it through sharing or surrendering personal data in exchange for access 
or information or something else of value -- is destined to always be a point of re-
luctant compromise for the populace. To coin a phrase, we want to have our privacy 
and data too. 

People also are more insistent on having transparency with public data, whether it 
FRQFHUQV�KHDOWKFDUH��XQHPSOR\PHQW�EHQHƮWV��FHQVXV�UHVXOWV��RU�HOHFWLRQ�SURWR-
cols. It is incumbent on our representative forms of government to instill implicit 
FRQƮGHQFH�LQ�WKHLU�DFFRXQWDELOLW\�WR�FRQVWLWXHQWV��7R�WKDW�HQG��WKH�EHQHƮWV�RI�
deeper and more accesible reservoirs of data encompass fraud detection, min-
imizing wasteful spending and abuse, speedier resolutions on the disposition of 
ZRUNIRUFH�EHQHƮWV�DQG�VRFLDO�VHUYLFHV��LQIUDVWUXFWXUH�LPSURYHPHQWV��DQG�RYHUDOO�
HƱFLHQF\�LQ�JRYHUQPHQW�VHUYLFHV��ZKLFK�VKRXOG�WUDQVODWH�LQWR�PRUH�UHOLDEOH�FRQ-
trols on runaway taxation.



That all adds up to increasing responsibility for the CDO, who are stewards of the 
WUHDVXUH�WURYH�RI�SXEOLF�GDWD�WKDW�VWDQGV�UHDG\�WR�EH�WUDQVIRUPHG�E\�$UWLƮFLDO�,Q-
WHOOLJHQFH�LQWR�UHDO�ZRUOG�LQWHOOLJHQFH�WKDW�DƬHFWV�WKH�HYHU\GD\�OLIH�RI�HYHU\�SHUVRQ�
XQGHU�WKH�JRYHUQPHQWoV�JD]H��7KH\�DOVR�DUH�H[SHFWHG�WR�ƮQG�QHZ�DQG�EHWWHU�ZD\V�
to improve outcomes based on the data in their purview, and to make it easier for 
citizens to access data that serves their interests -- whether it’s about education, 
weather, disaster relief, agriculture, ecology, national security, economic stimulus 
packages, criminal justice, or housing.

A movement is afoot in support of Open Data, which would make available another 
magnitude of knowledge that can be shared across agencies and even with the 
public. Currently, that’s not the case, owing to privacy and incompatible IT systems 
in the government complex that prevents mutual or centralized access to data. 
$FFRUGLQJ�WR�0F.LQVH\�*OREDO�,QVWLWXWH��XQORFNLQJ�GDWD�WKDWoV�QRZ�XQDYDLODEOH�IRU�
0DFKLQH�/HDUQLQJ�FRXOG�WUDQVODWH�LQWR�D�SRVLWLYH�HFRQRPLF�LPSDFW�RI����WULOOLRQ��

In their exhaustive report on “Leveraging Data for Economic Recovery: A Roadmap 
IRU�6WDWHV�q�.DW\D�$ED]DMLDQ�DQG�7\OHU�.OH\NDPS��RI�WKH�%HHFN�&HQWHU�IRU�6RFLDO�
,PSDFW�DQG�,QQRYDWLRQ�DW�*HRUJHWRZQ�8QLYHUVLW\��FRQFOXGH��pE\�XVLQJ�GDWD�WR�LQ-
form policy and improve public understanding of pathways out of poverty, states 
FDQ�HƱFLHQWO\�DQG�HƬHFWLYHO\�OHDG�WKH�ZD\�WR�LPSURYH�HFRQRPLF�PRELOLW\�IRU�WKHLU�
residents.” They invest a great deal of faith -- and responsibility -- in Chief Data 
2ƱFHUV�WR�OHDG�VWDWH�HƬRUWV��UHVSRQGLQJ�QRW�RQO\�WR�&RYLG����OHYHO�FULVHV��EXW�RWK-
er “unforeseeable needs.” 

Compounding the challenge for CDOs and local governments are funding short-
falls and downsized teams. “Data must be treated as critical infrastructure for 
emergency response,” the authors contend, “in order to be prepared with insights 
when immediate needs arise… state leaders need to adopt more robust data-driv-
en agendas to enable this cultural shift to occur.” 

Another key objective of the CDO’s job is to automate processes in preparing data 
IRU�0DFKLQH�/HDUQLQJ��ZKLFK�FDQ�WDNH�XS�WR�����RI�D�GDWD�VFLHQWLVWVo�ZRUNLQJ�KRXUV��
7KH�ZRUNORDG�LQYROYHV�SUHSURFHVVLQJ�DQG�QRUPDOL]LQJ�GDWD��ƮOOLQJ�LQ�YDOXHV�WKDW�DUH�
missing, choosing in what format to interpret the data; identifying variables in the 
data; and testing thousands of algorithms. 

7RROV�WR�KHOS�&'2V�EHWWHU�IXOƮOO�WKHLU�MRE�IXQFWLRQV�DUH�EHFRPLQJ�PRUH�SUHYDOHQW��
which in turn will ease government’s progressive adoption of Machine Learning. 
One of those tools is synthetic data, which greatly speeds the painstaking process 
of acquiring and training millions of data elements. In a test of the new technology 
E\�'HORLWWH��WKH�DFWXDO�WUDLQLQJ�GDWD�UHTXLUHG�ZDV�UHGXFHG�WR�����RI�WKH�WRWDO�GDWD��
ZLWK�WKH�UHPDLQLQJ�����HVVHQWLDOO\�FORQHG��7KH�WDVN�WHVWHG�ZDV�DQDO\]LQJ�MRE�WLWOHV�
and descriptions. Several thousand examples were used in training the algorithm. 

With CDOs leading the way, it is hoped that both civil servants and citizens will reap 
WKH�EHQHƮWV�RI�D�SURJUHVVLYHO\�YLWDO�JRYHUQPHQW�GDWD�LQIUDVWUXFWXUH�FRPPLWWHG�WR�
growth in positive outcomes and accountability.



HOW NLP HELPED COMBAT COVID IN COMMUNITIES
'XULQJ�WKH�&RYLG����FULVLV��WKH�.DQVDV�'HSDUWPHQW�RI�+HDOWK�DQG�(QYLURQPHQW�
used Natural Language Processing to extract data from cellphones to track citi-
zen compliance with stay-at-home mandates. There even was a report card at the 
FRPPXQLW\�OHYHO�WR�JUDGH��IURP�$�)��KRZ�ZHOO�ORFDOV�REH\HG�VRFLDO�GLVWDQFLQJ�DQG�
VWD\HG�DZD\�IURP�RƬ�OLPLWV�GHVWLQDWLRQV�ZKHUH�FURZGV�FRXOG�JDWKHU�LQ�FRQWUDYHQ-
tion of state guidelines. The data analytics bore further fruit for state authorities by 
pointing them to spots where non-compliance was likely to cause virus cases to 
spike. Similarly, law enforcement in Minnesota obtained state records document-
LQJ�WKH�ORFDWLRQ�RI�WKRVH�ZLWK�&RYLG����VR�WKH\�FRXOG�VWD\�YLJLODQW�LQ�SURWHFWLQJ�WKH�
greater community. The same is being done in other states, allowing EMT crews to 
VWD\�DZDUH�LI�WKH\�PLJKW�EH�DW�ULVN�ZKHQ�UHVSRQGLQJ�WR�D�VLWXDWLRQ�ZKHUH�&RYLG����
is a threat. That’s the good news. 

:LWKLQ�WKH�ODUJHU�FRQWH[W�RI�WKH�YDVW�IHGHUDO�HQWHUSULVH��KRZHYHU��&RYLG����DOVR�
has laid bare how far the U.S. government still needs to go in making optimal use of 
1/3��ZKHWKHU�LWoV�DW�+HDOWK�DQG�+XPDQ�6HUYLFHV��++6��RU�WKH�9HWHUDQV�$GPLQLVWUD-
WLRQ��9$��RU�1$6$��RU�DQ\�RWKHU�DJHQF\��7KHUH�DUH�PXOWLSOH�FKDOOHQJHV��ZLWK�PLGGOH�
PDQDJHUV�XQVNLOOHG��RU�XQLQWHUHVWHG��LQ�KRZ�WR�PDQDJH�1/3�DQG�0/��LQDGHTXDWH�
budgets to acquire the capital equipment necessary for data analytics; a scarcity of 
datasets; no standards for how to gather and handle the large datasets required for 
ZHOO�LQIRUPHG�RXWFRPHV��$V�D�UHVXOW��p&RYLG����KDV�HVWDEOLVKHG�KRZ�SRRU�RXU�GDWD�
infrastructure is,” says Dr. Suman De, a government specialist at Infosys Public Ser-
vices, in a report on AI’s potential role at Health and Human Services by Deloitte.

The Deloitte report concludes the pandemic calls for the kind of “accurate, re-
al-time data and analytics” required “not only to track the spread of the virus but 
also to limit its impact through proactive case management, and to make informed 
decisions about stay-at-home orders and other restrictions.” Dr. De adds that 
DJHQFLHV�pDUH�QRW�DEOH�WR�DFW�RQ�LQIRUPDWLRQq�GXH�WR�pD�ODFN�RI�SURƮFLHQF\�LQ�DQD-
lytics that is necessary to improve outcomes.” In some areas of the United States, 
SHRSOH�FDQ�FKHFN�IRU�&RYLG����V\PSWRPV�E\�XVLQJ�FKDWERWV��ZKLFK�VXSSOHPHQW�
health workers and ease their burden. 



CHATTING WITH ROBOTS IN THE PUBLIC SECTOR
Chatbots are a highly visible and rapidly expanding manifestastion of Natural Lan-
JXDJH�3URFHVVLQJ��1/3���:HoYH�DOO�HLWKHU�XVHG�WKHP�RU�EHHQ�LQYLWHG�WR�HQJDJH�
ZLWK�WKHP�ZKHQ�WKH\�SRS�XS�LQ�WKH�FRUQHU�RI�D�ZHEVLWH�ZHoUH�YLVLWLQJ��7KH\�RƬHU�
the visitor instant help without having to place a call or send an email. Currently, 
LWoV�EHOLHYHG�XS�WR�����RI�RUJDQL]DWLRQV�HPSOR\�D�YLUWXDO�FXVWRPHU�DVVLVWDQW��VD\V�
*DUWQHU��,WoV�IRUHFDVW�WKDW�E\�����������RI�WKH�8�6��SRSXODWLRQ�ZLOO�XVH�GLJLWDO�DV-
VLVWDQWV�RQ�D�UHJXODU�EDVLV��(YHQ�WRGD\��DFFRUGLQJ�WR�D�*6$�HVWLPDWH���WKH�IHGHUDO�
JRYHUQPHQW�ƮHOGV�WKUHH�TXDUWHUV�RI�D�ELOOLRQ�SXEOLF�LQTXLULHV�D�\HDU�XVLQJ�FKDWERWV��
,WV�EXGJHW�WR�KDQGOH�WKRVH�FDOOV�WKURXJK�FRQWDFW�FHQWHUV�LV��������ELOOLRQ��
  
The role of Natural Language Processing is to match user text or voice input to exe-
cutable commands. Digital assistants with voice recognition turn spoken language 
into text. By training large datasets, conversations can be personalized to the point 
an end-user may believe they are communicating with a human on the other end. 
$�FRPPRQ�WKUHDG�LQ�WKH�RQJRLQJ�GLDORJXH�RQ�$UWLƮFLDO�,QWHOOLJHQFH�LQ�JRYHUQPHQW�
circles is the democratization of the technology. In this context, it means putting 
the tools, techniques and training regimens for such AI applications as Machine 
Learning and NLP within reach of a wide swath of federal or local government ana-
lysts and engineers to encourage best practices and easily shareable data across 
municipalities and agencies. 

The far-reaching goal is for ML and its applications to become as useful and acces-
VLEOH�D�WRRO�DV�D�FXELFOH�ZRUNVWDWLRQ��DV�HYLGHQFHG�E\�WKH�'HORLWWH�VWDWLVWLFV�FLWHG�
HDUOLHU�RI�PRUH�WKDQ�����SXEOLF�VHFWRU�FRPSDQLHV�ZDQWLQJ�WR�EULQJ�$,�LQWR�WKHLU�
HQWHUSULVH���$W�WKH�VWDWH�DQG�ORFDO�OHYHO��LWoV�D�GLƬHUHQW�VWRU\��$FFRUGLQJ�WR�D�VXUYH\�
E\�WKH�&HQWHU�IRU�'LJLWDO�*RYHUQPHQW��ZKLOH�KDOI�RI�OHDGLQJ�FRPSDQLHV�LQ�WKH�SULYDWH�
VHFWRU�XVH�$UWLƮFLDO�,QWHOOLJHQFH��OHVV�WKDQ�����RI�VWDWH�DQG�ORFDO�RƱFLDOV�XVH�WKH�
WHFKQRORJ\��DQG�OHVV�WKDQ�����LQWHQG�WR�DGRSW�LW�DQ\�WLPH�VRRQ��

But the one area where governments at all levels are warming to AI is for the more 
familiar form of democratization: keeping citizens informed about their rights, about 
civic services available, and about how to navigate bureaucratic red tape. There is 
no more elementary or commonplace form of NLP than chatbots, and the voice 
DVVLVWDQWV�ZH�NQRZ�DV�6LUL�DQG�$OH[D��IRXQG�LQ�VPDUWSKRQHV��VPDUW�VSHDNHUV��79V��
ZHEVLWHV��DQG�D�JURZLQJ�QXPEHU�RI�GLJLWDO�GHYLFHV��$V�8WDK�&KLHI�7HFKQRORJ\�2Ʊ-
cer Dave Fletcher says, “Technology vendors are embedding AI into everything.”

7KH�ZRUG�FKDWERW�LV�D�SRUWPDQWHDX��WZR�ZRUGV�FRPELQHG�LQWR�RQH��WKDW�PHUJHV�
chat with robot. It can carry on a conversation with a human. Its knowledge base, 
which informs the conversation, is determined by the richness of the dataset that 
has been trained, through ML, to operate the chatbot. What has accelerated the 
spread of chatbots is their relative simplicity as AI tools, plus the maturity of ML, 
allowing algorithms to advance in sophistication, thanks to years of data training. 

They not only can process voice recognition into text with exacting accuracy, but



also can detect the sentiment in the user’s voice commands or questions. The 
NLP technology is adaptable enough to even understand slang expressions whose 
PHDQLQJ�PD\�QHHG�WR�EH�DQDO\]HG��LQWHUSUHWHG�DQG��LQ�HƬHFW��GHFRGHG�E\�WKH�PD-
FKLQH��)RU�KHDYLO\�WUDƱFNHG�JRYHUQPHQW�VLWHV��OLNH�WKH�6RFLDO�6HFXULW\�$GPLQLVWUD-
tion, automating the interaction with tens of millions of “customers” frees the time 
and focus of agency personnel to attend to other tasks that are not as easily or 
HƬHFWLYHO\�RU�HFRQRPLFDOO\�DXWRPDWHG��7KH�6LQJDSRUH�*RYHUQPHQW�KDV�EHHQ�XVLQJ�
the “Ask Jamie” chatbot across all agency websites for the past few years. In 2016, 
China’s largest search engine, Baidu, launched a chatbot that assists doctors in 
answering patients’ questions and suggesting treatment options.

)RU�FKDWERWV�GHSOR\HG�LQ�WKH�VHUYLFH�RI�FLWL]HQV�WR�EH�XVHIXO�DQG�HƬHFWLYH��D�VL]DEOH�
volume of data is essential. That either can be in the form of government-sourced 
information, such as recycle pickup schedules and parks and recreation activities, 
or it can be open data, which is equivalent to public domain content:  it is not pro-
tected as intellectual property legally owned by someone, so anyone can use it or 
UHGLVWULEXWH�RU�VKDUH�LW��&KDWERWV�DUH�D�ORJLFDO�KLJK�WHFK�UHSODFHPHQW�IRU�����FDOO�
centers administered by state or local governments, which can entail costly and la-
bor-intensive phone banks requiring a sizable workforce to meet the expectations 
of constituents.  
.

At the federal level, the earliest chatbot on record is Sgt. Star, a digital doppelgang-
er “enlisted” by the U.S. Army in 2006 to engage with recruit prospects by answer-
ing their questions. Modeled after an actual soldier, the virtual human was created 
E\�WKH�,QVWLWXWH�RI�&UHDWLYH�7HFKQRORJ\�DW�86&��7KH�HƱFDF\�RI�XVLQJ�D�FKDWERW�OLNH�
Sgt. Star is evident in the metrics. Recruits on average spend about 10 minutes 
with Sgt. Star, compared with less than half the time spent before he was put into 
action. The Army reports he has proved equivalent to 55 human recruiters in his 



workload, and has addressed in excess of 16 million questions, with an accuracy 
UDWH�RI������(PPD�LV�WKH�QDPH�8�6��&LWL]HQVKLS�DQG�,PPLJUDWLRQV�6HUYLFHV�KDV�JLY-
HQ�WR�LWV�YLUWXDO�DVVLVWDQW��7KHUH�KDYH�EHHQ�PLOOLRQV�RI�TXHVWLRQV�(PPD�KDV�ƮHOGHG��
from English and non-English speaking visitors. A spokesperson for the agency 
acknowledges the role of Machine Learning by pointing out that every time a new 
question is put to Emma, it helps the agency’s data scientists improve her future 
responses. 

$W�WKH�8�6��'HSDUWPHQW�RI�$JULFXOWXUH��86'$���UHVHDUFK�VKRZHG�WKDW�QRW�RQO\�IDUP-
HUV�EXW�LWV�RZQ�ZRUNIRUFH�IRXQG�LW�WRR�LQHƱFLHQW�DQG�LQFRQYHQLHQW�WR�VHDUFK�IRU�
answers to their questions at USDA.gov. As a result, the agency decided to de-
velop a chatbot from the ground up that would improve the user experience for 
ERWK�FXVWRPHUV�DQG�VWDƬ��'HOYLQJ�LQWR�LWV�YDVW�)DUP�6HUYLFH�$JHQF\��$6.�)6$��
NQRZOHGJH�EDVH��86'$�LGHQWLƮHG����FDWHJRULHV�DERXW�ZKLFK�PRVW�TXHVWLRQV�ZHUH�
asked. The chatbot design team restructured the knowledge articles to conform to 
how users queried a virtual assistant. The USDA chatbot has yet to go live, but the 
DJHQF\�VD\V�LW�LV�FRPPLWWHG�WR�XVLQJ�$UWLƮFLDO�,QWHOOLJHQFH�DQG�1DWXUDO�/DQJXDJH�
Processing more extensively, with an eye toward upgrading its customer service 
in responding to queries, as well as to better manage costs as it scales AI deploy-
ment, which it expects is true of other federal agencies. 

By relying more on AI for data analysis and customer-facing services, it looks for-
ward to re-allocating human resources to focus more quality time on high-touch 
tasks that are best managed by human intellect and analysis. In that way, govern-
PHQW�HƱFLHQF\�LV�RSWLPL]HG�DV�DJHQFLHV�DUH�DEOH�WR�RSHUDWH�PRUH�TXLFNO\�DQG�
responsively to public needs.

9LUWXDO�DVVLVWDQWV�DOVR�DUH�XVHG�LQWHUQDOO\�WR�VWUHDPOLQH�ZRUNưRZ��$JHQFLHV�VXFK�DV�
7UHDVXU\��1$6$��*6$��*HQHUDO�6HUYLFHV�$GPLQLVWUDWLRQ���DQG�9$��9HWHUDQV�$ƬDLUV��
XVH�ERWV�WR�VRUW�PDLO��RUJDQL]H�DUFKLYDO�PDWHULDOV��ƮOOLQJ�IRUPV�ZLWK�ERLOHUSODWH�LQIRU-
mation, and other mechanical tasks that can be automated.
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