Chapter 1: The Vision — Why
GovBot?

1.1 The Problem Statement: Fragmentation
and Exclusion in Digital Government

The digitalisation of government services, while a positive trend, has often led to a fragmented
landscape. Citizens are confronted with a multitude of siloed portals, each with its own navigation,
login requirements, and design. This complexity creates significant barriers***

. Cognitive Overload: Citizens must understand the government's organisational
structure to know which ministry or department to approach.

o Digital Literacy Barrier: Complex web forms and jargon-heavy language exclude
those with limited digital skills.

. Linguistic Exclusion: A primary reliance on official languages like English
alienates non-native speakers and those who communicate in local languages and
dialects.

. Inefficiency: Government call centres and frontline staff are overburdened with

routine, repetitive queries, reducing their capacity for complex cases.

This confluence of factors inadvertently widens the digital divide, disproportionately affecting rural,
elderly, and low-literacy populations

1.2 The GovBot Opportunity: Conversational
Al as Public Infrastructure

GovBot transforms this paradigm by introducing a unified, intelligent, and conversational interface.
It acts not as another siloed application, but as a horizontal layer across all government services —
a true public infrastructure.



Simplicity through Conversation: Instead of navigating menus, citizens interact
naturally. They can ask: “How do I register for a birth certificate for my child?” or
“How do | register my business?”

o Inclusion by Design: With built-in support for multiple languages and voice-based
interaction, GovBot meets citizens where they are, on the devices they already use.

. Efficiency at Scale: By automating responses to frequently asked questions,
GovBot frees up human agents to handle more nuanced and complex cases,
improving overall service efficiency.

1.3 Core Governing Principles

The development and operation of GovBot must be guided by non-negotiable principles:

. Human-Centred Design (HCD): Every feature and interaction is designed based
on a deep understanding of the needs, limitations, and contexts of end-users
(citizens and civil servants).

o Digital Public Good (DPG): The core platform is open source, ensuring
transparency, preventing vendor lock-in, and allowing for global collaboration and
reuse.

o Interoperability: It adheres to open standards, particularly the GovStack Building

Block methodology, ensuring it can integrate seamlessly with existing and future
digital public infrastructure.

. Responsible Al: It is built with fairness, accountability, and transparency at its
core, with mechanisms to mitigate bias, protect privacy, and ensure human
oversight.

1.4 The Business Case: Efficiency, Inclusion,
and Trust

Investing in GovBot yields tangible returns:

o Operational Efficiency: The Kenyan pilot aims to demonstrate a ~40% reduction
in call centre volume for routine queries, allowing staff to focus on higher-value
tasks.




Increased Service Uptake: By making services easier to find and understand,
GovBot can increase the utilisation of digital public services.

o Enhanced Trust: A transparent, reliable, and helpful interface builds public trust
in the government's digital transformation efforts.

. Data-Driven Insights: Aggregated and anonymised data from user interactions
provides invaluable insights into citizen needs, pinpointing areas where services
are confusing or inadequate.
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