PREHEATHFEL ¥ 4194

£AE©Ede s BFEF PR T
LA ER AR

Ehle A4 A 1 3 H R EREE

S

wea AT RFFFIFEEIPELA €L

Tl

OEIFIILE 12 7 19 p






N\







iF &

EF DE O Je R F R Y] S AL g S S 2
TRARE cF R B it PR AR £ R G e o A FR(H
B pef AT E e dt o )4 i d i@ 3] > TRt 1999
B3 A F R (1999 #AU) FRE > L L AE RS A pRAE o A0
FAPRIESH R AT IRA e BABAIRTZ B PE S TR E AR
2 A TR CATE A R A SR T RN
Be s B RIRE BGIER AR LR o

Fpot o AL T (1) RFRP TS AR BT 2§
AMALFER A BRI IR L 2 Kb L g R
% 5(2) #1999 A 7 @ 4 FTHREFFR (DPIA) » £ 5H e R
FORPIR T T 1999 BARRLIE N 2 A T ERT ST b fReiuE
Eh% MR (3)WEHR %M A 472 DPIA 2 AA# b G2 e

FIR G 2 AR m 3B 1999 £ A A 1 E R 0 JRIFIAEL K

> L

>
s

o

ToX RN TEN B B LA FERS X R 0B

AT REERTA P E N A IR TR

Mt @ A2 FE SRR BATRFE AL S






Abstract

As the world enters the digital era, the pursuit of digital
transformation and building of digital society has become a global
trend, to which the digitalization and intelligentization of
government service is a key aspect. As a part of the action plan for
building a service-oriented smart government, the Taipei City
Government has been carrying forward its digital transformation,
and is now planning to introduce artificial intelligence (AI)
applications into the 1999 Taipei Citizen Hotline (the 1999 Hotline).
While expected to enhance service quality, optimize administrative
resources allocation and promote innovation, the planned
upgrading could also give rise to concerns on citizens’ privacy/data
protection, and the appropriate use of new technologies. Therefore,
it is necessary to evaluate legal risks and clear any issues regarding
adverse impacts on rights and ethics.

Therefore, this research: (1) compares cases and examples from
home and abroad and in both public and private sectors on the
adjustment of policies, regulations and institutions, and analyzes
any focal points and their solutions; (2) carries out a data protection
impact assessment (DPIA) on the 1999 Hotline, and examines any
potential legal risks of the planned introduction of Al applications
by the Taipei City Government; and (3) on basis of the
aforementioned analysis and DPIA, proposes regulatory,
institutional and procedural recommendations for the reformation
of the 1999 Hotline service process after the upgrading. This
research also products a draft Guidelines of the Taipei City
Government on the Development and Use of Artificial Intelligence,
for future reference on further introduction of Al applications.

Keywords : Digital transformation, Artificial intelligence,

Government services, Personal data protection, Systematic
reform
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4 European Commission, Proposal for a Regulation of the European Parliament and of the Council
Laying Down Harmonised Rules on Artificial Intelligence (Artificial Intelligence Act) and Amending
Certain Union Legislative Acts (21.4.2021) (hereinafter the “Al Act Proposal”), COM(2021) 206 final,
3.
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strategy.ec.europa.eu/en/policies/regulatory-framework-ai (accessed 30 August 2022).
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6 Al Act Proposal, Article 3(1), ‘artificial intelligence system’ (Al system) means software that is
developed with one or more of the techniques and approaches listed in Annex | and can, for a given
set of human-defined objectives, generate outputs such as content, predictions, recommendations,
or decisions influencing the environments they interact with.
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2022 #12 % 6 P > % E L% ¢ (Council of the European Union )
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BEERA DT OFTHAIZEZ PP I RAE B EBIFE oo

7 Al Act proposal, Explanatory Memorandum, 4.
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BTz Je B AE Al (P Ee N hde b 6 B R R E A 5

ZENIFHRET ) TR g ARZEERTZHE R R

i

MEBEAT LT EN L FHAINE T
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B R G AL E A2 N F F T B e bl T B GE A AR E
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AP AR AFEP B2 A AERE TR R T B2 ALK
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( European Data Protection Supervisor > EDPS) fr& f 14 ¢

@ gk LARE -

\

BT R R 7IERTZ NN RE R AR RERS
3,000 R AR E 3T - E R DIRAY £ 6% T4t
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2020 & 7 7 > BRBF EELFBMFTAL AL

(Information Commissioner's Office, ICO ) # 1 " Al &2 3 53k 4y

(Guidance on Al and data protection ) 8> #.P AI B % ~ 25
Bl3E~JI* X ¥¥ % GDPR ¥ 227 B F Rk B G 7 7% o

FAp sl E AR T A FE  FNP RIS A AT AR AR

(1) HATFT2 & & T A3 E | Bdp Ti* 2L 458 % S g s v
FY DO AHERE ) 2L
(2) KFHmEL &R T AIFE Ry TR ARFEFF A EFE

SOF R 2 dnt Bk g MR o an g B

ZAp il AR o fpw BINA 0 A H|G
(1) AI 55T AL 2 3kf & &5 > & 3% DPIA -

(2) Al $ LB F a2z &2~ 2T B Ief P ¢ 3572 2ikdp - Al

AR T2 TR B L o R AR o

8 UK ICO, Guidance on Al and data protection, https://ico.org.uk/for-organisations/guide-to-data-
protection/key-dp-themes/guidance-on-artificial-intelligence-and-data-protection/ (accessed 30
August 2022).
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(2) AL 3 ST A AL & o &b Bl & 47
(3) #raul #iE A HETIL A d 2B %
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(=) AL x5z g & 8 ke 4
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Q) 4ol T FA

(3) F % >y

—Z ~AIl /“ ‘if@: }@W r' ER AN g C Rt .

Al 332 BEomE W2 53 P 13 3 5N Rd27 kB

A?’f @m\r/z‘r}}%’ﬁj S S

*%\“*l
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¥ 13 % azz "FE,(consent) ¥ (5 Al 4 5@ B A F

34



%”.f@,f%‘ewf’* 7 \,’B%k AN LA N F 2 0k ARy @2

b AL LR R IR A TR 0 RIME R R 2 Rk
7 8 % GDPR M fE B F41% 2 R4 -

4o Al kX 3 ¥ p 65 1 4 % (solely automated decision-
making) > B|f# = GDPR # 22 if2 & f - @572 & f (72 5
LR R ERIESFFAPRRLRFE TV G2 o

A

(=) Al FoBF i@z oI

Frkier AL NSARRIMY B A Z TR B BT AL 2T

° GDPR, Article 4(11).

% GDPR % 6iF % 1 F e THIFHEDL 'fJ_p_\%“«zZ'E\' FRIVEH I 20fd o1
oy TR s RIZA A B A TR B E kgL - o B ICO #B3%iE ikdp S AET A
2 T2>xEs > 48 1 UKICO, Guide to the UK General Data Protection Regulation (UK GDPR),
Public Task, https://ico.org.uk/for-organisations/guide-to-data-protection/guide-to-the-general-data-

protection-regulation-gdpr/lawful-basis-for-processing/public-task/ (accessed 2 December 2022).
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11 UK ICO, Explaining decisions made with Al, https://ico.org.uk/for-organisations/guide-to-data-
protection/key-dp-themes/explaining-decisions-made-with-ai/ (accessed 30 August 2022).
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B X R FERE S EW

2022 # 10 * > 2 W ¥ £ HE K52 2 (White House Office
of Science and Technology Policy) # # " A 1 T E #4122 F B -
£ p#iv kit i £ B A XPRF+ (Blueprint for an Al Bill of Rights:
Making Automated Systems Work for the American People ) | 2. &
R (0T T AR EER ) O
GER S T Bt ks (Automated System ) | 2~ i H

?

BIERE , 4e T 5T A }’@\%ﬁ Bpls ¥ iRER AL I FEFA

3= 214
2 EE
1- % »>7F »c2 & % (Safe and Effective Systems ) ;
2~ OB RS2 IR ;E#% %% ( Algorithmic Discrimination

Protections ) ;
3- 742+ (Data Privacy) ;
4 ~ 4, &2 (2# (Notice and Explanation ) ;
5~ LLF N s ¥ § %2 % % ( Human Alternatives,

Consideration, And Fallback ) -

13 White House Office of Science and Technology Policy, The Blueprint for an Al Bill of Rights: Making
Automated Systems Work for the American People (October 2022) (hereinafter “The Blueprint for an
Al Bill of Rights”), https://www.whitehouse.gov/wp-content/uploads/2022/10/Blueprint-for-an-Al-Bill-
of-Rights.pdf (accessed 04 January 2023).

14 The Blueprint for an Al Bill of Rights, 4.
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33 1700 supported by Artificial Intelligence,
https://www.innovatieveoverheidsopdrachten.be/en/projects/1700-supported-artificial-intelligence
(accessed 2 December 2022).
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34 Revenue Chatbot, Our Public Service, https://www.ops.gov.ie/actions/innovating-for-our-
future/innovation/emerging-technology/artificial-intelligence/revenue-chatbot/ (accessed 2
December 2022).

3 Ibid.
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36 Salvador Estevan Martinez & Doaa Samy, Natural Language and Al Solutions
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46 The Riigikogu has a new system for making verbatim reports, https://www.riigikogu.ee/en/press-
releases/others/the-riigikogu-has-a-new-system-for-making-verbatim-reports/ (accessed 2 December
2022).

47 Chatbot C-19, https://c19.bundesbots.de/ (accessed 2 December 2022).
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50 UK Government Digital Service, How the DVLA deployed a chatbot and improved customer
engagement, https://www.gov.uk/government/case-studies/how-the-dvla-deployed-a-chatbot-and-
improved-customer-engagement (accessed 2 December 2022).
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51 UK Central Digital and Data Office, Guidance: Using chatbots and webchat tools,
https://www.gov.uk/guidance/using-chatbots-and-webchat-tools (accessed 2 December 2022).

2 Corona-Krise - Schrambdck: Chatbot ,,Mona“ als zentraler Infopoint fiir Unternehmen am USP,
https://www.bmaw.gv.at/Presse/Archiv/Pressemeldungen-BMDW/2020/April-2020/Corona-Krise-
Chatbot-USP-.html (accessed 2 December 2022).

53 Roskilde kommune consistently resolves 92% of citizen queries with conversational Al,
https://www.boost.ai/case-studies/kommune-kiri-roskilde-kommune (accessed 2 December 2022).
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54 Statistics Estonia’s virtual assistant Iti helps both users of statistics and data providers,
https://www.stat.ee/en/uudised/news-release-2019-042 (accessed 2 December 2022).

55 Virtual Assistant OuluBot, https://www.ouka.fi/oulu/oulubot/english (accessed 2 December 2022).
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* Regulation 2016/679/EU of the European Parliament and of the
Council of 27 April 2016 on the protection of natural persons
with regard to the processing of personal data and on the free
movement of such data, and repealing Directive 95/46/EC
(GDPR).

* Singapore Personal Data Protection Act 2012 (amended 2021).

* United Kingdom Data Protection Act 2018 (amended 2021).

e United Kingdom Equality Act 2010.
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European Commission, Proposal for a Regulation of the
European Parliament and of the Council Laying Down
Harmonised Rules on Artificial Intelligence (Artificial
Intelligence Act) and Amending Certain Union Legislative Acts
(21.4.2021) (hereinafter the “Al Act Proposal”), COM(2021) 206
final.

European Union High-Level Expert Group on Artificial

Intelligence, Ethics Guidelines for Trustworthy Al (2019).
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Singapore IMDA & PDPC, Model Artificial Intelligence
Governance Framework, Second Edition (2020).

Singapore IMDA & PDPC, Compendium of AI Use Cases,
Practical Illustrations of the Model AI Governance Framework
(2020).

Singapore IMDA & PDPC, Compendium of AI Use Cases (Volumn
2), Practical Illustrations of the Model AI Governance
Framework (2020).

UK ICO, Guidance on Al and data protection.

UK Central Digital and Data Office, Guidance: Using chatbots
and webchat tools.

UK ICO, Guide to the UK General Data Protection Regulation
(UK GDPR).

UK ICO, Explaining decisions made with Al.
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Berryhill, J., et al. (2019), "Hello, World: Artificial intelligence
and its use in the public sector", OECD Working Papers on
Public Governance, No. 36, OECD Publishing, Paris,
https://doi.org/10.1787/726fd39d-en.

European Commission, Joint Research Centre (JRC) (2021):
Selected Al cases in the public sector. European Commission,
Joint Research Centre (JRC) [Dataset] PID:
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98bd87d8239a.
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Romania Journal,Antonia, The First Virtual Public Servant In
Romania, (Apr 20, 2018),
https://www.romaniajournal.ro/society-people/antonia-the-
first-virtual-public-servant-in-romania/.
Chatbot C-19, (9. Januar 2023) ,https://c19.bundesbots.de/.

Chaire Intelligence artificielle responsable a I'échelle
mondiale,Comparing  European and Canadian Al

Regulation,( November 2021),
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Al-Regulation-Final-November-2021.pdf.
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https://www.bmaw.gv.at/Presse/Archiv/Pressemeldungen-
BMDW/2020/April-2020/Corona-Krise-Chatbot-USP-.html.

JRC Publications Repository,EU research  “Artificial
Intelligence in public services”,(2020),
https://publications.jrc.ec.europa.eu/repository/handle/JRC120
399.

JRC Publications Repository, EU research “National strategies
on Artificial Intelligence: A European perspective”,(2021),
https://publications.jrc.ec.europa.eu/repository/handle/JRC122
684.

Lorena HERNANDEZ, EU research “Al governance in the public

sector”,(17/04/2020),https://joinup.ec.europa.eu/collection/elis
e-european-location-interoperability-solutions-e-
government/document/paper-ai-governance-public-sector-

three-tales-frontiers-automated-decision-making-democratic.
Jaana Leikas, Aditya Johri, Marko Latvanen, Nina Wessberg,

Antti Hahto,Governing Ethical Al Transformation: A Case
Study of AuroraAI(10 February 2022),
https://www.frontiersin.org/articles/10.3389/frai.2022.836557/f
ull.

M. Madaio, L. Stark, J. W. Vaughan, H. WallachMicrosoft, A/
Fairness Checklist, (2020),
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Our Public Service ,Revenue Chatbot,
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intelligence/revenue-chatbot/.

Roskilde kommune consistently resolves 92% of citizen queries
with conversational AIL(2022), https://www.boost.ai/case-
studies/kommune-Kiri-roskilde-kommune.

Salvador Estevan Martinez & Doaa Samy, Natural Language and

Al Solutions for Citizen Services Evolution (2019),

2%20Salvador_Estevan_Martinez%20and%20Doaa_Samy_0.p
daf.

Statistics Estonia’s virtual assistant Iti helps both users of
statistics and data  providers,( 17. April 2019),
https://www.stat.ee/en/uudised/news-release-2019-042.

The Riigikogu has a new system for making verbatim
reports,(14.09.2020), https://www.riigikogu.ee/en/press-
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verbatim-reports/.

Veli-Matti Keloneva, Sirpa Myllymaki, Jarmo Rossi, Marjo-
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Government Digital Service , UK Government Digital Service,
How the DVLA deployed a chatbot and improved customer
engagement,( 3 April 2020),
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