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))) 01 Background

Need to address the hassle involved in users searching for the systems they need
by themselves.

Need to reduce limitations on the provision of digital services and sharing of data
across organizations.

There is a need to encourage the public sector to use private-sector digital
services commonly used by the public and expand those services by linking them with
existing public services.

Despite the high demand for the introduction of digital assistant chatbots for civil
petition consultation in the public sector, there have been few successful cases, calling
for government-wide adoption based on common infrastructure.




))) 02 Overview of the Virtual Assistant Service for the Public

Creation of a virtual assistant service that informs the public of the administrative information they
need in advance and handles inquiries

(0 Notification services > (9 Consulting services >

Services to provide timely notifications of daily life- Non-face-to-face text and voice-based consulting services
related information via applications commonly used to answer people’s questions about civil petitions and
by citizens (KakaoTalk, Naver app, Toss, etc.) provide relevant instructions in real time
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))) 02 Overview of the Virtual Assistant Service for the Public
concept

Channels commonly used by citizens
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))) 02 Overview of the Virtual Assistant Service for the Public:

features

< Provides public services accessible from anywhere )

« The public virtual assistant service enables people to get information on or apply for all services available to the public via a
single channel.

- It digitizes the processes of sending notifications and receiving payments and enables easy payment for various
government services.

< Proactively provides personalized services )

+ Expands welfare membership by providing welfare services to individuals and households more proactively and
streamlining the application processes.

+ Expands the "Subsidy 24" service, which allows people to check which government benefits they are eligible for all at once
when they log in to GOV.KR or visit a community center.




>>) 03 Service status:

progress on system establishment

* Re-designed administrative services to realize intelligent e-government (ISP, 2018)
« Implemented first phase of the project to create the virtual assistant service (Jul. 2020 to Feb. 2021)

+ Launched the virtual assistant service for notification services (http://ips.go.kr) (Mar. 29, 2021)

- Providing seven types of daily life-related information services, including traffic penalties, health checkups, and driving license renewal

 Launched notification service for COVID-19 vaccination appointments (Mar. 31, 2021)
+ Began to offer notification service for the government’'s COVID-19 Relief Payment (Aug. 30, 2021)

- Started to provide personalized notifications for benefits through the Virtual Assistant Service for the Public
(Welfare Membership)*

+ Launched pilot version of the virtual assistant service consulting services (May) and continued operation of pilot
services (by Sept.)

- Opened civil petition-related consulting services in 11 types of administrative areas across 8 organizations, including information on
recreational forests




>>> 03 Service status 1:

10 types of daily life-related information

< Service coverage >

S ) ) ) Scope of service
No. Name of institution Name of notification service —— —
Notification Authentication Payment

Notification before the traffic penalty payment

1 . p y pay o o o
. . deadline
Korean National Police Agency — —

Notification before the traffic fine payment
2 . O O

deadline

. : General health checkup date (including cancer

3 National Health Insurance Service P ( J O

checkup date)
4 Driver's license renewal
5 Korea Road Traffic Authority School bus driver training
6 Senior driver training O
7 Ministry of Health and Welfare Welfare membership (customized salary) O (o)
8 Korea Disease Control and Prevention Agency |COVID-19 vaccination appointment information O I.rrr;
9 Korea Student Aid Foundation Application for national scholarship O cecens
10 Ministry of the Interior and Safety COVID-19 relief fund O




>>> 03 Service status 1:

7 types of daily life-related information

( Flowchart of notification services
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))) Reference:

How to sign up for the Virtual Assistant Service for the Public

through simple authentication

Access the virtual Select authentication
assistant service services and enter
information
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»>) Reference:

Example of notification services (1/2)

( Proactive notification scenario (2021): KakaoTalk

Proactive notification

Notification

November 9, 2020, Monday

O Notification arrived

[Virtual assistant service]
Notification regarding
national scholarship
application

Hello, Mr. Hong Gil-dong.
Do you want to check
the notification?

T

View details

Notification

November 9, 2020, Monday

Q Notification

[Virtual assistant service]
Notification regarding
national scholarship
application

Hello, Mr. Hong Gil-dong.
This is Public virtual
assistant service, a service
for communicating with
the public. Don't forget to
apply for the national
scholarship for the first
semester of 2021!

View Details -

Check details

>< Public virtual assistant service

November 9, 2020, Monday

[Virtual assistant service]
Notification regarding national
scholarship application

Hello, Mr. Hong Gil-dong. Here are
the details of the national
scholarship application for the first
semester of 2021.

o Period: Nov. 30 to Dec. 15, 2020

o Method: website of Korea Student
Aid Foundation (www.kosaf.go.kr)
o Eligibility: students with scores of
80 or higher (B grade or higher)
from the previous semester
(including students returning to
school after taking the previous
semester off, freshmen, and
transfer students)

o Contact: 1599-2000

Go to Apply



http://www.kosaf.go.kr/

»>) Reference:

Example of notification services (2/2)

Fine notification scenario (2021): KakaoTalk

General notification

Notification Content

Monday, November 9, 2020

QGeneral notification arrived

[Public virtual assistant
service] General
notification for traffic fine
payment

Hello, Mr. Hong Gil-dong.

Do you want to check the
notification?

ST -

View details

Notification Content

Monday, November 9, 2020

O General notification

[Public virtual assistant
service] General
notification for traffic fine
payment

Hello, Mr. Hong Gil-dong.
This is Public virtual
assistant service, a service
for communicating with
the public.

I'd like to notify you that
your vehicle violated the
bus-only lane rules,
resulting in a traffic fine

URL + date of birth

My own Public virtual
assistant service that
communicates with me and
provides stf@amlined services

Data of birth

Check details

9:00 all T -

>Rublic virtual assistant service

Monday, November 9, 2020

[Public virtual assistant service]
General notification for traffic fine
payment

Hello, Mr. Hong Gil-dong.

Here is your pre-notice for the traffic
fine.

o Payment period: November 25,
20

o Note (amount): 50,000 won
o Violation date: October 18, 2020.

o Violation location: Eojin
intersection, Hannuri-daero, Sejong-
si
o Details: bus-only lane violation
o License plate number: 12 Bu 1234
o Payment amount: 50,000 won
o Notice number: 0137-2902-7-020-
108118-5

o Virtual account: Shinhan 0123-
4567-

1234567

T -

Easy payment

9:00 all T -

>Rublic virtual assistant service

Monday, November 9, 2020

[Public virtual assistant service]
General notification for traffic fine
payment

Hello, Mr. Hong Gil-dong.
You are in the process of paying the
traffic fine.

o Payment amount: 50,000 won

o Virtual account: Shinhan 0123-
4567-1234567

o Payment card: Shinhan 0000-0000-
0000-0000

Settle payment




))) 03 Service status 2:

information on vaccination appointments

< Service overview )

« The Korea Disease Control and Prevention Agency and Ministry of the Interior and Safety built a cooperation mechanism to

manage all aspects of the nationwide vaccination program, from making appointments and providing instructions on

vaccination to issuing vaccine certificates.

< Roles and operation systems of each organization )

« KDCA: manages vaccination appointments (COVID-19 Vaccination System) and issues COVID-19 vaccine certificates (via “Coov” app)

« MOIS: provides instructions on vaccination (Public virtual assistant service services) and issues COVID-19 vaccine certificates (printed

out from GOV.KR or issued as an e-certificate)

+ Private-sector apps: sends vaccination notifications via KakaoTalk, Naver app, Toss, or text message ?,J'rr

...t




))) 03 Service status 2:

information on vaccination appointments

< Vaccination notification process >

« COVID-19 vaccination system — the Virtual Assistant Service for the Public — Send notification via private-sector apps

« Total of 7 notifications sent to each user,* with 166.9 million notifications sent to 27.83 million people who applied for the notifications
(as of Sept. 9)

* Notification content

v First dose: appointment results, notification one day before vaccination date, results of vaccination on vaccination date, and
guidance on reporting adverse effects

v" Second dose: notification one day before vaccination date, results of vaccination on vaccination date, and guidance on reporting
adverse effects
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Flowchart of vaccination notifications
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))) 03 Service status 3:

notifications regarding COVID-19 relief payments

< Service overview )

« With the bill on “COVID-19 Relief Payment” passing the National Assembly (Jul. 25, 2021), a notification service for the payment was
provided under the pan-governmental framework to address the challenge swiftly.

v" Atotal of 1.1 trillion won was handed out to households in the bottom 80% income bracket (20.34 million households, 88% of the entire

population). The application process started in early September and the payments began to be made in mid-September through card companies,
administrative agencies, etc.

< Roles and operation systems of each organization >

(D National Health Insurance Service: built a database of eligible citizens

@ Sido and SAEOL Administrative Information Systems of MOIS: check eligibility, determine payment amount, and make payment

(3 Virtual assistant service: provide notification of eligibility, payment amount, application period, and validity period ?rrrr

...t




>>> 03 Service status 3:

notifications regarding COVID-19 relief payments

<Detai|s of the virtual assistant service subscription and notifications for COVID-19 relief payments >

Type Naver app KakaoTalk Text message

Number of subscribers to the

virtual assistant service (10,000) 1,274(100%) 180 (14%) 332 (26%) 741 (58%) 21 (2.0%)

Notifications sent (10,000) 1,337 (100%) 207 (15.5%) 319 (23.9%) 795 (59.5%) 16 (1.2%)
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Flowchart of COVID-19 relief payment notifications
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>>> 03 Service status 4:

consulting services

Current

Future

(

Chatbot for military affairs consulting

& Chatbot Consulting on
O, engine military affairs

Ministry of Justice, Bubby

Consultingon I

‘n()‘u“’\l e\ated

a\\\}\/\NS'

Chatbot
engine

daily life-related
laws

Inquiry about
Passports, etc

Daegu-si, Ddu-bot
Chatbot Consulting on
engine passports, etc.
Gyeonggi-do, Sejeong-bot

Chatbot Consulting on
engine tax administration

Public

Chatbot services are individually developed by organizations with low service quality.

People need to use different chatbots for different topics.

Civil Petition Consulting 365 Common Architecture

Guidance =
Develo - .-
p P, - — Ministry of
A . nowledge base Tor public o "
Milita Man ower De5|gn’ Build A BT Knowledge/learning thedlgt?‘rlor
ry Manpc Conversation|| Knowledge and Safety
Administration flow bases )
Guidance
Knowledge base for
personal customs clearance- -
related consulting . l
Develop Knowledge/learning Korea
Develop Customs Service
. Learn Knowledge base for .
- . interface consulting on consulate- Guidance
Ministry of Justice related affairs _— =
‘ I
= Knowledge/learning Ministry of

Foreign Affairs

Develop l

Design easy-to-use chatbot services and accumulate relevant know-how.

Daegu-si

- Chatbot _pegurly
i -
- op engine affairs

Civil Petition

. Inquiry Consulting 365
Gyeonggi-do anytime Common Architecture
—_— Knowledge base for public
— facility-related consulting
bli Response Chatbot services /
Public anytime Knowledge base for

personal customs clearance-
related consulting

People can use consulting services from anywhere 365 days a year.
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Process of handling inquiries for consulting services

Chatbot Common Infrastructure

Chatbot for Military Affairs #1

(individually built)

( )
1. Inquiry
w >
B —
2. Answer
User
(general public,
civil servants)

Web channels
(Civil Petition 365
Portal)

Chatbot Engine
Natural Language
Understanding (NLU)
5. Natural Language
. P i NLP) ...
Deliver rocessing ( )

o

answer

4-2.
Process inquiry and
generate answer

Chatbot
divergence

2

3-2. Select knowledge base

5. Inquiry

3-1. Inquiry  ee——

S, ividually

= knowledge
gt base

4-2.
Process inquiry

Chatbot Engine

Natural Language
Understanding (NLU)
Natural Language

Processing (NLP) ...

and-generate
answer

Established Chatbots #2

(individually built)

Police civil
petition
consulting
chatbot

Chatbot
consulting on
cybercrimes

=
=

(0 « w

E-customs civil
petition
consulting

Chatbot consulting
on recreational
forests

o —

(00 @ @

Chatbot consulting
on private data
protection laws

Chatbot consulting on
local contract-related
civil petitions

Common
knowledge
<l cChatbot consultin
base Ch:tbﬁfn n U on settlement d Chatbot consulting on
cszili slelg/aont ‘ support for North open sharing of public
- Korean defectors resources
Common pension et
area Knowledge bases by chatbhot service

Chatbot Engine

al» o
Natural Language -— Individually
Understanding (NLU) gy knowledge
Natural Language U base

Processing (NLP) ...

Established Chatbhots #3

(individually built)

Chatbot Engine

Natural Language
Understanding (NLU)
Natural Language
Processing (NLP) ...

Individually
knowledge
base

(L
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How to use consulting services (1/2)

Access the virtual — : Inquiry and Answer
assistant service A AtEtAjH|A CEDD ) o by Area

as part of
consulting service
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Designate a chatbot for a selected service
area and ask a question.

Configure the Autocomplete feature.
Send this conversation with Guppi via
your email.

Complete the consulting session, collect
the user’s review of the service, and
display the home screen.

Autocomplete inquiries, display recent
inquiries.
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Performance and results

The virtual assistant service for the public exceeded the

operational target by 1,200% in government-wide response to

social issues

32,202,169
23,929,460
14,157,417
11,389,206
1,000,000 600,000
Subscriptions Notifications

W Original target (End-2021) m Start of relief fund notification (September 2021) ®m As of now (February 2022)

-22-

NIA ¢=X|SEEA =T

s



> 04 Future plans

Short-term
goals

Long-term
goals

v 3rd phase of the virtual assistant service for the public project
(Budget of KRW 6,702 million, Sep. 2021 - Apr. 2022)

= To expand notification and consulting services* in areas closely related to people's lives
and add e-bill notification service that can replace paper bills
- Notification

(2021) 10 types including vaccination information — (2022) Over 38 types including dormant saving

account notification (cumulative), 41 types of electronic notification from the Korean National Police

Agency, including confirmation of traffic law violations (new)
- Consulting
(2021) 11 types of administrative consultation, etc. —
(2022) 22 types, including consular service information (cumulative)
© To increase service accessibility by expanding associated private channels (apps)*
and allow for the selection of multiple apps to receive notifications

* (App) 3 kinds such as Naver App, KakaoTalk, and Toss in 2021 — Over 5 kinds in 2022 (cumulative)

v To expand the virtual assistant service in a more personalized way
by using intelligent technologies (Al, chatbots, etc.) in order to provide
administrative services anytime, anywhere.




Thank you

The Door to a Better World

Ministry of
the Interior and Safety



