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Concepts for determining measures to incorporate
artificial intelligence (Artificial Intelligence: Al) in
the management of complaints by the Office of the
Ombudsman
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Abstract

T h S article aims to study the

intelligence (Al) and propose ideas for

development of artificial

establishing control measures for the
application of Al in the management of
complaintsbythe Office of the Ombudsman.
These applications include various
aspects such as the management of
complaint data, legal advisory services
related to the roles and powers of the
Ombudsman, guidance on how to write
complaints to the Ombudsman, and
providing public services outside of
official hours viathe hotline 1676. However,
to ensure that the development and
application of Al by the Office of the

Ombudsman do not violate the law or

infringe upon the rights and freedoms of
the public, it is necessary to implement
oversight and control measures. These
should include policy-level measures,
the establishment of Al governance
regulations, and the development of
specific Al ethics guidelines within the
Office of the Ombudsman. These internal
ethics guidelines should align with the
national Al ethical framework and be
supported by the development of
manuals and operational guidelines for
the use of Al within the Office.
Keywords: Artificial intelligence,
Complaint management, Al control

measures, ombudsman
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