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THE PRESSURE ON GOVERNMENT AGENCIES 
TO DELIVER MODERN, EFFICIENT SERVICES IS 
AT AN ALL-TIME HIGH. According to the 2024 
State CIO Survey, artificial intelligence (AI) ranks 
as the third-highest priority for state CIOs, with 
60% of agencies already exploring its potential. 
Despite this growing interest, many organizations 
remain stuck at the starting line, uncertain 
about how to embark on their AI journey.

Several significant barriers stand in the 
way. Agencies face concerns around data 
security, integration with legacy systems, and 
staff training requirements. Some are also 
hesitant to take the plunge due to high-profile 
setbacks in ambitious AI projects. With limited 
budgets and resources, the stakes for getting 
it right the first time are higher than ever.

The good news? Chatbots offer a practical 
and low-risk entry point into AI adoption. 
These systems provide immediate benefits 
by improving service delivery and building 
foundational AI capabilities within agencies.

This guide is divided into two parts. In Part I, we 
explore six specific ways chatbots can help agencies 
elevate the customer experience. In Part II, we 
outline the infrastructure and best practices needed 
to implement chatbot technology successfully.

https://www.nascio.org/resource-center/the-2024-state-cio-survey/
https://www.nascio.org/resource-center/the-2024-state-cio-survey/
https://statescoop.com/federal-government-state-local-ai-adoption-2024/
https://statescoop.com/federal-government-state-local-ai-adoption-2024/
https://www.bruegel.org/working-paper/artificial-intelligence-adoption-public-sector-case-study
https://www.govexec.com/workforce/2024/01/employees-need-drastic-reskilling-deal-generative-ais-data-needs/393136/
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PART I 

SIX STRATEGIC APPLICATIONS 
FOR GOVERNMENT CHATBOTS
Gone are the days of clunky, script-bound chatbots. Today’s AI-powered bots are 
capable of natural language processing, contextual understanding, and seamless 
integration with existing agency systems. Here are six ways government agencies 
can implement chatbots to improve the customer experience.

1. INTELLIGENT CUSTOMER SUPPORT

Traditional government customer service cannot keep pace with modern 
expectations. Citizens are frustrated by long wait times (both on the phone and in 
person), while staff members are burdened with repetitive questions. Meanwhile, 
limited hours restrict access to important services. 

AI-powered chatbots, unlike their predecessors, address these problems head-on, 
first by offering a new channel to get information—chat—and second by acting as a 
frontline agent via this new channel. 

Combining natural language understanding with the ability to pull information from 
multiple data sources simultaneously, this new generation of chatbots provides 
citizens with sophisticated and instant responses to questions and queries. In more 
complex cases, chatbots can recognize when 
a human is needed and seamlessly transfer 
the conversation to the correct agent, 
preserving the full context of the interaction 
so that the citizen does not need to waste 
time repeating their story. These systems 
maintain rigorous security standards 
by restricting outside access to public 
information or requiring authentication to 
access private databases. 

According to the 2023 Government 
Contact Center Satisfaction 
Index, 78% of citizens who were 
offered the option of live chat 
took advantage of it—and their 
satisfaction levels were seven 
points higher than customers 
who did not use chat. 

https://cfigroup.com/resource-item/government-contact-center-satisfaction-index-2023/
https://cfigroup.com/resource-item/government-contact-center-satisfaction-index-2023/
https://cfigroup.com/resource-item/government-contact-center-satisfaction-index-2023/
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2. CITIZEN SERVICE AUTOMATION

Despite efforts to digitize, paper-based 
processes still dominate government 
operations, creating inefficiencies across 
agencies. Consider grant applications where 
applicants might submit hundreds of pages 
of documentation, leading to review cycles 
that could take 8-24 months. One small 
error on page 130 could send the entire 
application back for revisions—and the time 
lag means that regulations could potentially 
change during the lengthy approval process.

AI-powered chatbots break this cycle of 
inefficiency. Instead of relying on static 
forms, citizens can engage in interactive Q&A 
sessions that capture the same information 
more efficiently. Even better? The system identifies errors in real-time, allowing for 
instant corrections. These improvements have the potential to reduce processing time 
from years to weeks while significantly improving accuracy and completion rates.

THE HIDDEN POWER OF 
BACKEND BOTS

While customer-facing chatbots 
get most of the attention, 
backend processing bots quietly 
revolutionize government 
operations. These automated 
systems handle everything from 
form processing and data validation 
to real-time error detection, 
working behind the scenes to 
make government services 
more efficient and accurate.
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3. SMART ROUTING AND 
DISPATCH SUPPORT

Emergency dispatch centers are often 
overwhelmed by non-emergency inquiries 
and severe staffing shortages. Calls about lost 
pets or misdelivered mail tie up dispatchers 
needed for life-threatening situations. 

As discussed in Part 1, chatbots can serve as 
digital-first responders. By filtering and routing 
inquiries based on urgency, they ensure 
emergency calls receive immediate human 
attention while efficiently managing routine 
questions. This approach improves response 
times and allows emergency responders 
to focus on the most pressing issues.

4. MULTILINGUAL COMMUNICATION

Language barriers prevent many citizens 
from accessing essential government 
services, and traditional translation 
approaches have proven costly and 
resource-intensive. Chatbots eliminate this 
barrier by providing instant translation 
while transforming complex government 
documents into clear, simplified language. 

By processing multiple languages 
simultaneously, these systems ensure 
consistent information delivery across diverse 
communities. Beyond mere translation, 
they democratize access to government 
services while reducing dependence 
on costly interpretation services.

THE POWER OF AUTOMATION

The switch from traditional to 
chatbot-assisted applications 
can transform government 
services through:

	» Eliminating paper waste by 
reducing paper forms

	» Centralizing and securing data 

	» Streamlining efficiency
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5. EMERGENCY ALERTS AND COMMUNICATION

During emergencies, timely and accurate information is essential. Traditional 
communication methods, however, often fail under the surge in citizen inquiries, leading 
to delayed responses and inconsistent information delivery.

Automated chatbots excel in this scenario. A single chatbot can engage with thousands 
of citizens simultaneously, providing real-time updates—via text/SMS, email, phone calls, 
and website updates—on evacuation routes, shelter locations, and safety protocols. 
The technology can also triage incoming communications, escalating urgent situations 
to emergency responders while handling routine questions automatically. In campus 
environments where coordinated communication can mean the difference between 
safety and tragedy, these systems are particularly valuable during critical events.

6. INTERNAL EMPLOYEE SUPPORT

While serving citizens is the primary mission 
of government agencies, inefficiencies 
can also significantly impact employee 
productivity. Government workers often 
spend hours searching for information 
on policies, IT troubleshooting, or 
administrative procedures. Chatbots 
simplify this process by providing immediate 
access to accurate information.

CDW USES CHATBOTS TO 
STREAMLINE INTERNAL 
PROCESSES

CDW’s internal chatbots, Glean and 
Harold, demonstrate the potential 
of internal chatbots, providing 
employees immediate help with:

	» HR handbook and 
policy questions

	» Password management and 
system access issues

	» Benefit enrollment deadlines

	» Company calendars and 
holiday schedules

	» PTO policies and procedures
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PART II 

FROM VISION 
TO REALITY: 
IMPLEMENTING 
YOUR CHATBOT 
STRATEGY
While the benefits of chatbots are clear, 
successful implementation requires the 
right foundation and careful planning. 
The development of the chatbot 
should begin by identifying clear 
objectives and high-value use cases. It 
is essential to collaborate with relevant 
stakeholders and decision-makers to 
gather requirements and example 
questions, ensuring the chatbot meets 
their needs. Defining the chatbot’s 
knowledge scope is critical to set 
realistic expectations, and the project 
must align with broader government AI 
initiatives and strategic goals.

Before launching your first 
chatbot project, there are several 
key infrastructure and strategic 
considerations to address.
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ESSENTIAL INFRASTRUCTURE FOR CHATBOT SUCCESS

Building a successful chatbot program starts with a solid foundation. Core infrastructure 
elements like a secure cloud environment, reliable data management, and robust 
security compliance are essential not only for chatbot operations but also for positioning 
your agency to embrace broader digital transformation initiatives. When implemented 
effectively, these components ensure that chatbots function seamlessly. 

Here are the three fundamental components your agency needs before integrating 
chatbot technology:

1. ROBUST CLOUD INFRASTRUCTURE

Chatbots thrive in scalable and secure cloud environments. A flexible cloud platform 
ensures your system can handle fluctuating workloads—especially during peak usage 
periods—and protects sensitive data from potential security threats. The cloud platform 
not only needs to satisfy functional, security, and budget requirements, but it must also 
integrate with your other tools and systems.

2. RELIABLE DATA MANAGEMENT

The backbone of any chatbot system is its 
knowledge base. Whether it resides in a 
data lake or another centralized repository, 
this system must accommodate diverse 
data types while meeting stringent security 
and compliance standards. The quality of 
your chatbot’s responses hinges on data 
accuracy, structure, and accessibility.

3. PROACTIVE DATA HYGIENE

Keeping chatbot information accurate and 
up to date is critical. Regularly validating 
and updating your data ensures users 
receive relevant and reliable answers. 
Neglecting this step can lead to outdated 
responses, eroding trust in the system 
and reducing its effectiveness.

WHO CONTROLS YOUR DATA?

Online AI tools come with hidden 
risks. To mitigate data privacy 
risks, it’s critical to deploy 
authorized chatbots equipped 
with the right guardrails to 
protect sensitive information, 
including personally identifiable 
information (PII), protected health 
information (PHI), and financial 
data from leaking. Furthermore, 
agencies with classified or highly 
sensitive data should consider 
managing their custom AI model to 
completely manage access control 
and ensure data sovereignty.
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FINDING YOUR FIRST USE CASE

The implementation of chatbots represents more than just a technological upgrade—it’s 
a fundamental shift in how government agencies serve their citizens. When properly 
implemented, these systems can:

	» Dramatically reduce wait times and processing delays

	» Free up valuable staff resources for complex cases requiring human judgment

	» Provide 24/7 access to government services

	» Ensure consistent, accurate information delivery across all channels

	» Build a foundation for future AI initiatives

Many agencies understand the potential of 
chatbots but struggle with where to begin. 
The key to success is starting with a focused 
pilot project that addresses a specific 
operational need. By aligning chatbot 
implementation with mission-critical needs, 
agencies can gain experience and build 
confidence while minimizing risks. 

STARTING YOUR  
CHATBOT JOURNEY

Before launching a chatbot project, 
consider starting with low-risk, 
publicly available information. 
Review your data sources for 
accuracy and relevance, ensure 
security compatibility, and develop 
a schedule for data refreshes.
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CDW experts work closely with government agencies to ensure a seamless chatbot 
implementation. Via personalized workshops, we help agencies evaluate priorities, 
identify key data sources, and navigate security and compliance requirements. Our team 
also provides cost estimates for development, deployment, and long-term maintenance 
while assembling the right technical expertise to support a successful rollout.

Beyond deployment, we assist with ongoing monitoring, analysis, and refinement—
ensuring continuous improvement as agency needs evolve. Our approach is tailored to 
each organization’s unique mission and operational environment, with a strong focus 
on security, compliance, and lifecycle management. CDW’s comprehensive chatbot 
implementation strategy includes:

Human-centered user experience design – 
Ensuring intuitive and effective chatbot interactions.

AI strategy aligned with your data ecosystem – 
Developing models that integrate with existing systems.

Robust security and compliance assessments – 
Meeting strict government standards for data protection.

Scalable infrastructure design – 
Supporting high availability and performance, even during peak demand.

Continuous performance monitoring – 
Keeping chatbots accurate, efficient, and up to date.

Staff training for AI adoption and management – 
Equipping teams with the knowledge to manage and optimize AI tools effectively.

By addressing these critical components, agencies can confidently launch and sustain 
chatbot programs that enhance citizen engagement and improve service delivery.

Ready To Get Started?
Implementing chatbots requires careful planning but delivers substantial 
returns. CDW’s experts can help assess your requirements and develop an 
implementation plan that aligns with your mission and security protocols.

To learn more about secure, effective chatbot solutions for your agency, visit 
https://www.cdwg.com/content/cdwg/en/solutions/artificial-intelligence-ai.html.

https://www.cdwg.com/content/cdwg/en/solutions/artificial-intelligence-ai.html

