
VIRTUAL ASSISTANT

Presenter
Presentation Notes
Hello everyone! Welcome to our demonstration of Portugal's AI based assistance model.
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Allow me to start of by contextualizing our listeners:Our agency existed since 2007 and has worked to serve 4 core strategic pillars - Open Government & Civic participation; Administartive Simplification; Omnichannel Public Services and Digital Transformation.



Omnichannel Service Delivery

• Citizen
• Citizen Spot

• Business Spot

• Portals

• SAMA (European 
funding)

• Ex-ante evaluation

• Consular Call Centre 
(Brexit Line)

• European Funds Line  

CONTACT CENTRES

440,78 K
Interactions

Business Spots
39

BUSINESS SPOT

10,09 M
Interactions

Citizen Spots
854

CITIZEN SPOT

Citizen Shops
68

191,10 M
Interactions

CITIZEN SHOP

ePortugal centralises all digital public services (citizens/businesses) 
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This presentation focuses on our Omnichannel Public Services pillar.This Pillar is leveraged through 5 branches of service delivery:- Citizen Shops (phisical spaces where citizens can access a myriad of services)- Citizen & Enterprise Spots (phisical spaces where citizens and enterprises can request assistance to access and interact with digital services)- Contact Centers (which provide telephone assistance to all of the services delivered by the Public administration)- the ePortugal Website (in which all of the Portuguese Public Administrations' services are centralized)



Artificial Intelligence in 
Portuguese Public Administration

 2019 – SIGMA 
(chatbot@ePortugal.gov.pt)

 2022 – GuIA (Guide to AI in 
Public Administration)

 2023 – Generative AI Virtual 
Assistant

Presenter
Presentation Notes
For our purposes today, we will be looking at ePortugal and the Digital Assistant, an AI Based chatbot which has underwent several iterations and is currently being employed to provide assistance for queries related to our Digital Mobile Key as a test run.



The Citizen’s Virtual Assistant
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Presentation Notes
Please have a look at our demonstration of a test build for the AI assistant which is already functional in english and is being trained for other Public Administration subjects - such as the Fiscal ID number.



The Citizen’s Virtual Assistant


Create videos with https://clipchamp.com/en/video-editor - free online video editor, video compressor, video converter.





Objective

 To optimize how we support citizens in accessing public 
services.

 It is one of the first generative Artificial Intelligence 
solutions (based on CHATGPT 3.5 turbo) made available to 
citizens. 
 The Assistant is Accessible @ the portuguese single digital gateway 

for public services: https://eportugal.gov.pt/servicos/assistente-
virtual-para-servicos- publicos
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objectives:To support citizens in accessing public services.It is one of the first generative Artificial Intelligence solutions (based on CHATGPT 3.5 turbo) made available to citizens.Accessible @ the portuguese single digital gateway for public services: 



Advantages

 Allows a 24/7 service – currently available for questions 
about the Digital Mobile Key (CMD - national mobile eID, 
essential for accessing public/private services)

 The avatar answers in writing and/or by voice to the 
citizens' questions

 The avatar's voice response is synchronous with facial and 
lip movements

 The application adapts to the size of the cell phone screen
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advantages:Allows a 24/7 serviceThe avatar is capable of making conversation, by writing and/or by voiceThe avatar's voice response is synchronous with facial and lip movementsThis application is fully compatible with running on cellphones 



Partners

Microsoft (Cloud Azure OpenAI)

Defined.ai (optimization  of the language model to PT and 
avatar development)

Daredata (integration and implementation of the project)
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Partners:Microsoft (Cloud Azure OpenAI)Defined.ai (optimization  of the language model to PT and avatar development)Daredata (integration and implementation of the project)



Statistics

MAY-OCT23: 17.720 conversations (130,3/day on average)

Main requests: CMD activation; digital signature; expiry 
date of the CMD

 Around 10% increase in the number of CMD activations 
since the launching of the virtual assistant
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Here are some usage statistics that you might find interesting to look at. Bear In mind we do not have much as the Assistant has only been online since MAY 2023.Statistics:MAY-OCT23: 17.720 conversations (130,3/day on average)Main requests: CMD activation; digital signature; expiry date of the CMDAround 10% increase in the number of CMD activations since the launching of the virtual assistant



Next Steps

 Improve the solution (faster responses; 
training the LLM)

 Gradually expand the support to more 
services available at ePortugal.gov.pt 

 Add a transactional feature to the virtual 
assistant 

 Expanding the total amount of working 
languages covered by the AI
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As for the Next Steps:We are looking on impriving response time and further training the Large Language Mode;Hoping to gradually increase the Assistant's coverage to other services available at the ePortugal website; Adding a Transactional feature to the virtual assistant to facilitate payments; and finally, we are working on expanding the number of working languages for the AI -- we don't have an official figure on the number of viable languages yet, but are aiming for the souble digits.



THANK YOU
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