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How can we leverage AI to 
enhance social protection?
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AI can perform many different tasks

Some examples are…

Recognition

Event detection

Forecasting

Content generation

Document recognition to automate document verification

Track labor market trends such as increases in unemployment

Predict changes in the demand for social assistance 

Produce responses to common beneficiary queries
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Examples:

Chatbots providing  
assistance to 
beneficiaries

Improved targeting 
of social assistance

Streamlined claims 
processing of social 

insurance benefits

These tasks can support key functions in SP systems

Efficiency of 
internal 

operations

Effectiveness of 
policymaking

Responsiveness 
of service delivery

Examples:

Summarizing 
content from various 

documents

Classification and 
sorting of citizen’s 

emails 

Examples:

Shock prediction to 
prepare for crisis

Analytics of public 
consultations to 

understand needs and 
provide appropriate 

support

Examples:

Outlier detection
to identify unusual 

disbursement 
patterns for fraud 

detection

Uncovering errors 
and anomalies in 

documentation

Improving 
accountability in 

the system
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Beneficiaries and operators can both benefit

Beneficiaries could benefit from…

• Faster access to benefits

• Personalized support and enhanced 
communication

• Improved accuracy in assessments

• Skill development opportunities and 
access to job placements

Operators could benefit from…

• More time to focus on higher-value 
activities

• Better resource allocation

• Enhanced decision-making regarding 
policies and service delivery

• Streamlined communication and 
professional development
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Deep dive in use cases
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Using predictive models to target benefits or services

Some populations who need social benefits and services are difficult to reach and 
unlikely to apply for help

→ AI could help identify those in need of support and proactively offer it 

Example: Los Angeles County in the United States is identifying people at risk of 
becoming homeless

→ Enabling case workers to reach out with offers of rental assistance and 
connections to social services, including mental health and employment support

• Anonymized real-time and historical data 

• A case manager reaches out and offers to work with willing individuals 

• Most people identified through the pilot programme were not already “on the 
radar” of public agencies
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Lowering information complexity and “hassle costs”

Applying for a social benefit can be difficult and time consuming

→ AI can reduce complexity and “hassle costs” of claiming benefits: ✓translation ✓ finding 
and synthesising information ✓ helping draft emails or letters to administering agencies 

→ Similar to personalised assistance, but cheaper 
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Believe the application process would be difficult, lengthy and/or time-consuming

Not sure how to apply for public benefits

Source: Main 
findings from the 
2022 OECD Risks 
that Matter Survey, 
https://doi.org/10.17
87/70aea928-en
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Combatting discrimination in the claims process 

Racial, ethnic, religious bias in the administration of social benefits and services 
has been shown in a variety of settings – “Bureaucratic discrimination”

→ Front-line case-workers prioritise clients with the highest probability of success 
(creaming).

→ Discrimination due to implicit bias more likely where decisions are legitimately 
complex and ambiguous. 

→ Fear of discrimination can also prevent minorities from applying for benefits, 
even if there is no discrimination in practice. 

Though AI has the potential to embed discrimination, there’s also the potential for 
AI to spot discrimination and assist in formalising or automating decisions to 
decrease space for ambiguity.
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Thank You!
Check out our recent report on OECD governments’ use of new 
technology and data for improving the access to social 
protection : https://oe.cd/modern-sp-2024 
Connect with us :

• @OECD_Social 
• oecd.org/social
• Monika.Queisser@oecd.org

https://oe.cd/modern-sp-2024
mailto:Monika.Queisser@oecd.org
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