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THE USE OF ARTIFICIAL INTELLIGENCE AND AUTOMATION IN PUBLIC SERVICES:
OPPORTUNITIES AND RISKS

This article explores in detail the opportunities and risks of using artificial intelligence (Al) and automation technol-
ogies in public services. Al and automation technologies enable government and municipal agencies to deliver ser-
vices more efficiently, quickly, and accurately. Applications such as automatic data processing, forecasting, chatbots,
and information system automation provide citizens with more accessible, personalized, and flexible services. How-
ever, it is essential to ensure adherence to ethical standards, data privacy protection, and impartial decision-making
when using these technologies. The article discusses the importance of ensuring safe and beneficial use of these
technologies through ethical guidelines and standards established by international organizations. In the future,
a broader role for Al in public services will contribute to enhancing service quality and increasing citizen satisfac-
tion. It is determined that artificial intelligence and automation technologies are powerful tools that allow providing
public services more efficiently, faster and more accurately. It is emphasized that these technologies significantly
contribute to simplifying decision-making processes in central and local government, efficient resource management
and improving the quality of services. It is established that the role of artificial intelligence in providing personalized
and accessible services helps to increase the level of citizen satisfaction and strengthen trust in public institutions.
It is emphasized that the use of Al requires strict attention to ethical standards and data security. Principles such
as transparency, accountability, data confidentiality and fairness are supported by international standards to ensure
the safe and effective application of Al. It is concluded that the recommendations and standards established by
international organizations on the ethical use of artificial intelligence are designed to ensure that public institutions
and municipalities use these technologies responsibly and adhere to ethical rules.
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BUKOPUCTAHHSA WUTYYHOIO IHTENEKTY TA ABTOMATU3ALII
B AEPXXABHUX MOCHNYTAX: MOXITUBOCTI TA PU3UKU

Y uiti cmammi demarnbHO OOCIOKYIOMbCS MOXIUBOCMI Ma PU3UKU BUKOPUCMAaHHS WMYyYHO20 iHmenekmy
(L) i mexHomoeiti asmomamus3auii 8 depxasHux cryxbax. LUI ma mexHonoaii asmomamus3sayji 0o3eonsomes
depxxagHUM | MyHiyunanbHUM ycmaHoeaM Hadasamu rocryau eghekmusHiwe, weudwe ma moyHiwe. Taki
rpoegpamu, K asmomMamuyHa obpobka OaHux, npPo2HO3ysaHHs, Yam-6omu ma asemomamu3auis iHgpopmayitiHux
cucmem, Halaromb epomadsHam binbw ocmyrniHi, MepcoHarnizoeaHi ma aHy4ki nocryau. OOHaK rpu 8UKOPUCMaHHI
Uux mexHorsioeili 8axnueo 3abeaneyumu AOmMpPUMaHHST emuYyHUX cmaHdapmis, 3axucm KOHIOeHuitiHocmi 0aHux
i HeyrniepedxeHicmb MpUUHAMMS piweHb. Y cmammi 062080poembCs 8axnugicmps 3abesnedeHHs1 6e3ne4YHo2o
ma 8ueiOHO20 BUKOpUCMAaHHSI UUX MexHosoeil Yepes emuyHi pekomeHOauii ma cmaHdapmu, ecmaHOereHi
MDKHapOOHUMU oOpeaHizauismu. Y malbymHbOMy wupwa posb Wmy4YHO20 IHmenekmy 8 OepxasHuX rocryaax
cripuamume niG8UUWEHHIO SKocmi nocrya | nidguweHHro 3adogorieHocmi epoMadsiH. BusHadyeHo, wjo mexHomnoeil
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WMmy4Ho20 IHmernekmy ma aesmomamusaujii € nomyxHumu iHcmpymeHmamu, siki 0038o1srome Hadasamu OepxasHi
rnocnyeu eghekmusHiwe, weudwe ma mouyHiwe. [liOKpecneHo, Wo Ui mexHosoeil 3Ha4HO MIpOH CrpUsItoMb
CMPOWEHHIO Mpoyecie npuliHAMMS piweHb y UeHmpasbHOMy ma MicyesoMy 8psidyeaHHi, ehekmusHOMYy
ynpaerniHHi pecypcamu ma nidsuweHHo sskocmi nocsye. BcmaHoeneHo, wjo posnb wWmy4yHo20 iHmenekmy 8 HadaHHi
repcoHarnizosarux i docmynHux nocya dornoMaeae nidsuuyumu piseHb 3adogoneHocmi epomadsiH i sMiuHuUmMu dosipy
0o OepxasHux ycmaHos. [MidkpecneHo, wo sukopucmarHs LU eumazae cysopoi yeasu 00 emuyHUx cmaHOlapmis
i 6esneku OaHux. Taki npuHUUNU, sIK NPo3opicme, Mi038imHicmb, KOHIOeHYiUHICmb 0aHuX | cripasednugicmes,
miompumMyrombCs MiXXHapoOHUMU cmaHOapmamu 01151 3abe3rneqyeHHs1 be3rneyHo2o ma eghekmueHO20 3acmocy8aHHsI
LLI. 3pobrieHo 8UCHOBOK, WO pekomeHOauii ma cmaHdapmu, 8CMaHO8sIeHI MiXKHapOOHUMU opaaHisauismu ujo0do
eMmUYHO20 BUKOPUCMAaHHS WMy4YHO20 iHmenekmy, po3pobreHi 05151 3abesneyeHHs mozo, w,ob depxasHi ycmaHosu
ma myHiyunanimemu si0rnosidansHo 3acmocosysanu Ui mexHosoaii ma ompumysanucb emuyHUX rpasusl.
KntoyoBi cnoBa: wmyy4Hul iHmenekm, asmomamu3auis, couiansHull 006pobym, pusuk, yam-6om.

Introduction. In the modern era, artificial intelli-
gence (Al) and automation technologies are widely
utilized in public services. The implementation of
these technologies enables the delivery of ser-
vices more efficiently, quickly, and accurately. Al
and automation play a significant role in facilitat-
ing decision-making processes in central and local
administrations, managing resources, and improv-
ing the quality of services provided to citizens.
However, the application of these technologies
also presents certain risks and challenges. This
article will thoroughly examine the opportunities
and risks arising from the use of Al and automation
in public services.

The state of scientific development of the
problem. The issue of legal regulation of artificial
intelligence is addressed in the works of Ukrainian
scientists such as S. Barbashyn, K. Globa,
I. Vakhlis, S. Zytsyk, O. Zozulyak, D. Kovalenko
and M. Utkina, K. Tokareva, N. Savliva, O. Yara,
A. Blazheev, L. Golovko and V. Bashkatova; at the
same time, the topic of legal regulation of artificial
intelligence in leading countries of the world
is the object of research by D. Pozov, O. Turut,
O. Zhydkov, M. Scherer, F. Shimpo and others.
Despite the significant interest of scientists in the
problems of legal regulation in the field of use of
artificial intelligence, some issues of a regulatory
and legal nature remain unexplored.

Main Text. The use of artificial intelligence and
automation in public services promotes the adop-
tion of digital technologies and automated systems
to enhance the efficiency, speed, and accuracy of
services provided by state and municipal authori-
ties. The application of these technologies reduces
the dependency of public services on human
resources, better meets the needs of citizens, and
optimizes service processes.

Although the application areas of artificial
intelligence are diverse, several primary areas of
implementation are emphasized. For example,
automated data processing and forecasting are
considered key areas in this context. Al algorithms
enable the collection and analysis of large vol-
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umes of data in public services. For instance, in
social welfare and healthcare services, it becomes
possible to predict citizens' needs based on the
data provided. With the support of the state, var-
ious “Startup” projects are regularly implemented
in the direction of data automation and processing
at DOST centers and SME houses.

Adherence to ethical standards is essential in
the use of artificial intelligence. “Trustworthy arti-
ficial intelligence must respect human rights, and
be transparent and impartial” (European Commis-
sion, 2019). Ensuring the ethical use of Al helps
maintain the fair and just implementation of pro-
cesses in public services.

“Al-powered chatbots ensure that people can
access services at any time” (Brynjolfsson, E., McA-
fee, A., 2018), supporting the transformative role mod-
ern technologies play in citizen services. Al-based
chatbots significantly improve customer or citizen
experiences by efficiently managing simple and
repetitive queries. However, to achieve better results,
it is crucial to support these chatbots with human
expertise and ensure they can redirect complex inqui-
ries to human agents. Thus, the role of chatbots can
be regarded as a successful example of collaboration
between technology and human effort.

Furthermore, chatbots and virtual assistants
are considered key Al tools for answering citizens'
questions, providing information, and directing
them as needed. This alleviates the workload of
call centers and enables faster service delivery to
citizens. Without the need to wait in physical lines,
these Al-driven solutions ensure the inclusivity
of all services. This inclusivity is a direct result of
the state's strategic, outcome-oriented steps to
improve welfare in the realm of social services.

The automation of information systems is one
of the most widely adopted applications of artifi-
cial intelligence. During the automation of various
information systems in government institutions, Al
is employed to increase data accuracy and mini-
mize errors. Reducing errors is considered a cit-
izen-oriented measure that helps save time and
prevent additional stressful situations.
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Al applications in monitoring, compliance, deci-
sion-making, and risk management allow the auto-
mation of processes that identify regulatory vio-
lations and predict risks based on collected data,
aiding decision-making processes. For example,
in sectors like traffic regulation or tax evasion, Al
algorithms can detect unlawful activities. Identify-
ing such irregularities plays a crucial role in gov-
ernance by minimizing, or even eliminating, antic-
ipated risks.

The application of Al in public services helps
increase citizen satisfaction in various ways. Per-
sonalization of services and improved accessibility
hold special significance in this regard. Al creates
opportunities to personalize services, enhance
accessibility, and simplify requests, thereby
improving the quality of services provided by gov-
ernments and municipalities while strengthening
citizens' trust in these institutions.

Al technologies allow governments and
municipalities to better understand the individual
needs of citizens and offer tailored services. By
analyzing large datasets, Al can study citizens'
behaviors and needs, enabling the implementa-
tion of personalized approaches. For example,
in healthcare, personalized examination or treat-
ment programs can be proposed based on citi-
zens' medical histories.

The creation of self-service portals tailored to
individuals allows citizens to address their needs
and queries effortlessly. For instance, a citizen
applying for a pension can manage the process
independently by entering their personal informa-
tion into an Al-powered portal. Virtual assistants
and Al-based chatbots respond to individual ques-
tions and requests, providing timely information
and analyzing citizen inquiries to deliver person-
alized guidance or relevant information. This leads
to increased satisfaction.

Al technologies also contribute to ensuring
service accessibility for all citizens. Accessibility

measures are especially targeted at inclusive pop-
ulations (e.g., persons with disabilities, orphans,
war veterans, children of martyrs, and individuals
associated with penitentiary services). Al tran-
scends language barriers by offering services in
multiple languages. For instance, automatic trans-
lation tools enable citizens who speak different lan-
guages to access services in their native tongues.
For visually impaired individuals, modern solutions
such as audio scripts or speech recognition tech-
nologies replace traditional Braille systems, mak-
ing services more accessible.

Automated services for the general public offer
24/7 availability, making them convenient for work-
ing individuals or those unable to access services
during the day, thus enhancing satisfaction. Al sys-
tems can also ensure prompt support for citizens
during emergencies. For example, during natural
disasters, services that provide immediate assis-
tance and guidance on safety measures increase
citizen satisfaction. Additionally, the application of
Al enables proactive services by anticipating citi-
zens' needs. For instance, initiating an automatic
pension process for citizens who reach a certain
age or offering preventive measures based on
their health conditions is possible.

The use of Al in public services can have both
positive and negative impacts on citizen trust. The
effective, transparent, and ethical implementation
of these technologies increases public confidence
in government institutions. On the other hand,
certain risks and challenges may harm this trust.
Overall, the use of Al in public services has the
potential to strengthen trust in the government by
enhancing citizen satisfaction and effectively man-
aging potential risks.

To achieve this, government institutions must
ensure transparency, adhere to ethical standards,
and protect data security. Such approaches boost
public confidence in technology and strengthen
their trust in the state.

Table 1

lllustrates how the use of Al impacts citizen trust

Positive impacts

Negative impacts

Transparency and Accountability — Automated
processes enhance transparency and minimize human
errors.

Risks of Privacy Breaches — The collection of large
volumes of data can jeopardize the privacy of personal
information.

Fair and Unbiased Decisions — Unbiased algorithms
facilitate the making of objective decisions.

Ethical and Bias Issues — Algorithms with biased data
can make incorrect and discriminatory decisions.

Attention to Privacy and Data Security — Strong
security measures protect citizens' data.

Clarity and Explanation Issues — When decisions are
difficult to understand, it can lead to mistrust among
citizens.

Fast and Efficient Services — The acceleration of
services ensures increased citizen satisfaction.

Unemployment and Social Concerns — Automation
can lead to a reduction in job opportunities and cause
social concerns.
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Artificial intelligence (Al) and automation will
enable faster, more efficient, and personalized ser-
vices in public administration. These technologies
will ensure greater transparency and flexibility in
government services, increasing citizen satisfac-
tion by better addressing their needs. However,
these advancements will also require the protec-
tion of citizen privacy and the improvement of eth-
ical standards. In the future, the proper and bal-
anced use of Al will enhance the quality of public
services and mark the beginning of a new era in
the relationship between the state and its citizens.

“Digital  transformation  enables efficient
resource utilization in government services”, (Cilin-
giroglu, i., 2020).

Today, we can observe the successful applica-
tion of automation across various sectors in the
Azerbaijani context. Moreover, the future role of
Al and automation in public services will expand
in response to rapidly advancing technologies and
growing digital demands, covering a wider range
of functionalities. It is expected that these technol-
ogies will play a significant role in numerous areas
of public services. “Al algorithms enhance service
quality by automatically solving complex problems
that are challenging for humans to resolve”. (Rus-
sell, S., Norvig, P., 2020).

People often face limitations in time and
resources when analyzing large data sets and
addressing complex issues. Al algorithms can
resolve these problems in an automated manner.
However, this approach is only effective when
the data is accurate, and the algorithms function
objectively. Al's automated analysis and predictive
capabilities allow for faster and more accurate ser-
vices for citizens. For instance, applications like
early disease detection in healthcare or forecast-
ing individual needs in social services highlight its
potential. Delegating routine and repetitive tasks to
Al enables humans to focus on more creative and
strategic activities. Nevertheless, if Al algorithms
are trained on biased data or lack transparency in
their decisions, these technologies may exacer-
bate existing issues rather than resolve them.

Key Future Roles of Al and Automation in
Public Services:

1. Fully Automated Service Centers. The
establishment of fully automated service cen-
ters supported by Al is anticipated in the future.
In these centers, citizens can manage their ser-
vices with minimal human intervention. For exam-
ple, services such as document issuance, license
renewals, and information retrieval will be entirely
provided through digital platforms.

2. Proactive and Personalized Services.
Leveraging Al's predictive analytics capabilities,
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government agencies will be able to anticipate
citizen needs in advance and provide proactive
services. For instance, offering automatic pen-
sion benefits to individuals reaching a certain age,
sending notifications related to preventive health-
care services, or proposing training programs
to citizens at risk of unemployment will become
feasible. These personalized services will further
enhance citizen satisfaction.

3. More Agile Decision-Making Processes.
Al-assisted decision-making will enable faster and
more accurate resolutions. By analyzing large data
sets, government institutions can swiftly make
policy decisions and manage resources more
efficiently. This approach will be particularly criti-
cal during emergencies. “Al technologies provide
government institutions, especially during emer-
gencies, with unique capabilities to rapidly ana-
lyze large volumes of data and make optimal deci-
sions. These technologies reduce human error
and increase the accuracy of decision-making pro-
cesses”. (Smith, J., 2023).

This statement accurately reflects the grow-
ing role and potential of Al technologies in mod-
ern governance. Al eliminates human limitations
in data analysis, offering greater precision and
speed. In emergencies, efficient management of
time and resources is of critical importance, and
Al's analytical tools play a vital role in making opti-
mal and timely decisions.

While Al significantly reduces human error, it is
essential to note that it should not act as an inde-
pendent decision-making tool. The analysis and
outcomes generated by Al must be combined with
human expertise and ethical principles. Otherwise,
the potential biases and limitations of these tech-
nologies may be overlooked. Therefore, Al should
be regarded only as a supporting tool, with ulti-
mate responsibility for decisions always resting
with humans.

4. Smart Infrastructure and Cities “Smart city”
technologies are among the most significant appli-
cations of artificial intelligence and automation.
Within this framework, services such as intelligent
transportation, energy management, waste opti-
mization, and urban safety will be enhanced. For
instance, using Al in transportation networks will
improve traffic efficiency, prevent energy waste,
and strengthen the monitoring of urban infrastruc-
ture.

5. Environmentally Sustainable Services In
the future, Al will play a crucial role in establishing
eco-friendly, green, and sustainable service mod-
els. Services such as optimizing energy consump-
tion, managing water and other resources, and
ensuring efficient waste management will be han-
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Table 2

Key International Standards and Guidelines Regulating the Ethical Use of Al

Organization / Standard

Guidelines and Standards

Key Principles

OECD (Organisation for Economic
Co-operation and Development)

Artificial Intelligence Principles

Human-centered approach, safety
and reliability, transparency and
accountability, data privacy, prevention
of discrimination.

Global Recommendations on the

Justice, human rights, environmental

Principles

UN / UNESCO Ethics of Atrtificial Intelligence protection, safety, data privacy.
e . - Human-centered approach, reliability
G20 Artificial Intelligence Guiding and safety, data privacy, transparency,

accountability.

Al4People (Global Partnership on
Artificial Intelligence)

Recommendations for Ethical
Development of Al:

Human rights, social benefit, fairness
and impartiality, transparency,
accountability, and safety.

ISO/IEC (International Organization
for Standardization and International

Electrotechnical Commission) Intelligence

Technical Standards for Artificial

Tahllkssizlik ve etibarliliq, malumat
maxfiliyi, gerazsizlik, saffafliq ve
hesabatlilq

dled more effectively with Al. This will positively
impact ecological sustainability.

6. Improving Health and Social Services Al
will bring significant advancements to the fields
of healthcare and social security. For example,
Al-based systems will be widely used for early dis-
ease detection and prediction, creating personal-
ized health plans, and effectively managing social
assistance programs.

7. Enhanced Security and Privacy Pro-
tection The security and privacy of citizens’ per-
sonal data will be a key focus in the future. With
the development of Al, stronger measures will be
implemented in areas of cybersecurity and data
privacy. Al and automation will be managed in a
more reliable and transparent manner to protect
privacy and build trust with citizens.

8. Balancing Technology and Human
Resources Although automation and Al tech-
nologies may replace some jobs involving direct
interaction with citizens, there will be a growing
demand for highly skilled workers to manage these
technologies in the future. Government institutions
will need to continuously retrain their workforce
to balance technology with human resources and
provide high-quality services to citizens.

Various international organizations and govern-
ments have developed standards and guidelines
to ensure the ethical use of Al. These standards
aim to ensure that Al is used transparently, without
bias, safely, and in compliance with human rights.

A Comparative Overview of the Key Principles
and Standards Established by International Orga-
nizations for the Ethical Use of Artificial Intelligence.
Table 2 provides a comparative analysis of the
primary principles and standards established by
international organizations for the ethical use of Al.
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Among these principles, protecting human rights,
ensuring data privacy, security, and fairness are of
paramount importance. These guidelines and stan-
dards aim to ensure that Al is developed in a man-
ner that is both safe and beneficial for society.

Conclusion. Artificial intelligence and automa-
tion technologies are powerful tools that enable
public services to be delivered more efficiently,
quickly, and accurately. These technologies sig-
nificantly contribute to simplifying decision-mak-
ing processes in central and local governance,
effectively managing resources, and enhancing
service quality. Furthermore, the role of Al in deliv-
ering personalized and accessible services helps
improve citizen satisfaction and strengthens trust
in government institutions.

However, the use of Al requires strict attention
to ethical standards and data security. Principles
such as transparency, accountability, data privacy,
and fairness are supported by international stan-
dards to ensure the safe and beneficial application
of Al. The guidelines and standards established by
international organizations for the ethical use of Al
are designed to ensure that government institu-
tions and municipalities apply these technologies
responsibly and in compliance with ethical rules.

In the future, the role of Al in public services will
continue to expand, and the proper management
of these technologies will further enhance service
quality and citizen trust. The correct and balanced
implementation of Al marks the beginning of a new
era in which the state ensures social welfare and
better addresses citizens' needs. These technol-
ogies facilitate the creation of more transparent,
agile, and personalized service models for society
and strengthen the relationship between the state
and its citizens.
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