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Executive Summary

Public sector organizations face rising citizen expectations for fast, personalized, and accessible services while operating
under strict regulatory, transparency, and accountability requirements. Traditional systems are slow, fragmented, and heavily
manual.

The Citizen Service Agentic Automation Playbook features a sovereign Enterprise Agent that automates high-volume
citizen interactions — such as inquiries, applications, permit processing, and support — while maintaining strong human-in-
the-loop safeguards for sensitive or high-risk decisions.

Built on the Singularity Agentic Platform in Swiss data centers, this Enterprise Agent delivers faster service, higher citizen
satisfaction, and significant operational efficiency — all with full DSG/GDPR, EU AI Act compliance, and maximum
transparency.

Key Outcomes

●

●

●

●

●

50–75% reduction in processing time for routine citizen requests

40–65% decrease in administrative workload

Improved citizen satisfaction and accessibility (24/7 availability)

Strong auditability and explainability for regulatory compliance

ROI of 171–192% with payback typically in 4–8 months

1. The Challenge: High-Volume Citizen Services Under Strict Constraints

Public administrations struggle with:

●

●

●

●

●

●

Growing demand for digital services and rapid response times

Repetitive, high-volume inquiries that consume limited staff resources

Complex, multi-step processes (applications, verifications, approvals)

Strict requirements for transparency, non-discrimination, and human oversight

Data protection and EU AI Act high-risk obligations

Fragmented legacy systems and siloed departments
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These constraints lead to backlogs, citizen frustration, and high operational costs.

2. The Solution: Enterprise Citizen Service Agent with Human-in-the-Loop

The Singularity Citizen Service Agent is a robust Enterprise Agent designed specifically for public sector use. It handles
routine interactions autonomously while escalating complex, high-risk, or judgment-based cases to human officers — ensuring
both efficiency and accountability.
Core Capabilities

●

●

●

●

●

●

Multi-channel citizen interaction (portal, chat, email, phone integration)

Intelligent document processing and eligibility verification

End-to-end workflow automation for permits, applications, and inquiries

Real-time status tracking and proactive citizen notifications

Configurable human-in-the-loop escalation with full explainability

Comprehensive audit trail for every decision

3. How the Agent Works (Technical Blueprint)

Enterprise Agent Architecture on Singularity Platform

1. Citizen Interaction Layer (Dify + n8n)

○ Natural, multilingual conversational interface with context awareness.

1. Reasoning & Orchestration Layer (LangGraph)

○ Stateful multi-step workflows with built-in decision checkpoints.

1. Verification & Execution Layer (OpenClaw + integrations)

○ Secure integration with government registers, payment systems, and databases.

1. Governance & Oversight Layer (LangSmith)

○ Full traceability, confidence scoring, and mandatory human review for high-risk actions.

Deployment Tier: Enterprise — dedicated GPUs, highest isolation, unlimited agents, and stricter governance policies required
for public sector high-risk AI use.

4. Key Citizen Service Workflows



5. Proven Business Outcomes

Typical Results

●

●

●

●

●

Processing time reduction: 50–75%

Administrative workload: 40–65% lower

Citizen satisfaction (CSAT): significant uplift

Audit and compliance efficiency greatly improved

Staff freed for high-value citizen-facing work

ROI Example (mid-to-large public administration):

●

●

Monthly Enterprise Tenant: CHF 8,900

Projected annual benefit: CHF 1.2M–3.5M+ → ROI 171–192%

6. Why Deploy on the Singularity Agentic Platform

●

●

●

●

●

100% Swiss Sovereign: Exoscale SKS infrastructure — data never leaves Switzerland

Enterprise Tier: Dedicated GPUs, maximum isolation, and custom Kyverno policies

EU AI Act Ready: Built for high-risk systems with strong human oversight and transparency

Secure & Auditable: Full LangSmith tracing and compliance features

No Vendor Lock-in: Open-source-first stack with full control

Enterprise Tier

●

●

CHF 8,900 monthly base fee

Unlimited agents + highest governance standards

7. Implementation Roadmap

●

●

●

●

Phase 1 (Week 1–3): Process mapping, system integration, and initial Dify prototypes

Phase 2 (Week 4–7): LangGraph workflow development with embedded human-in-the-loop safeguards

Phase 3 (Week 8–10): Shadow-mode testing with real citizen data, validation of accuracy and compliance

Phase 4 (Week 11–12): Phased go-live, staff training, and continuous monitoring & optimization

Service Type Agent Action Human-in-the-Loop Trigger Benefit

Permit / License Applications Auto-verification of documents &
eligibility Complex cases or appeals Days instead of weeks

Benefit / Subsidy Requests Eligibility assessment +
recommendation

High-value or disputed
claims Faster, consistent decisions

General Inquiries Instant answers + document
generation

Sensitive or unusual
requests 24/7 availability

1

2

3

Status Tracking Proactive updates via preferred
channel Escalations Higher transparency

Complaint Handling Initial triage + summary for officer All formal complaints Reduced backlog

4

5



8. Compliance & Security Framework

●

●

●

●

●

Full DSG/GDPR and EU AI Act high-risk compliance

Mandatory human oversight for defined risk categories

Transparent, explainable decisions with confidence scoring

Comprehensive audit trails and reporting capabilities

Kyverno policies, strict RBAC, and network isolation enforced at Enterprise level

Conclusion

The Citizen Service Agentic Automation Playbook enables public sector organizations to deliver faster, more accessible,
and citizen-centric services while upholding the highest standards of transparency, accountability, and regulatory compliance.

This sovereign Enterprise Agent, with robust human-in-the-loop safeguards, represents the future of trustworthy public digital
services — improving efficiency and citizen trust simultaneously.
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