The Policy Innovation Lab's WhatsApp Al Chatbot
for Citizen-Generated Service Delivery Data

Al in the Public Sector - Good practice - South Africa
Quiality score: 40/100
Evidence strength: Descriptive / self-reported

Summary

Stellenbosch University's Policy Innovation Lab built a WhatsApp chatbot using ChatGPT so citizens can
report service failures like broken water pipes, mapping de-identified reports by district for officials.

Key dimensions

Dimension Score

Evidence of impact / measured public value 1/3
Transparency, fairness & accountability 2/3
Transferability / demonstrated replication 1/3
Scalability beyond pilot 1/3
Governance, capability & sustainability 1/3

Evaluated by C-NAPSE
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