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79% Fear of the unknown

63% Finding their starting point

48% Vendor strategy

40% Enterprise maturity









EMPOWERED GOVERNMENTS

Empowered Governments
Empowered citizens. Empowered societies. Empowered governments.

ENGAGE AND CONNECT  

WITH CITIZENS

Provide secure, inclusive and deep 

citizen engagement

MODERNIZE THE GOVERNMENT 

WORKPLACE

Empower secure, inter-departmental 

and cross-agency collaboration to 

deliver more effective and efficient 

services

ENHANCE GOVERNMENT 

SERVICES

Apply data analytics to provide 

actionable, predictive, and 

efficient citizen-focused services



Enable

rapid response and 

transparency to citizen 

service requests

Enhance

citizen engagement 

with digital interaction 

and social forums

Improve

efficiency, delivery and 

quality of in-person citizen 

services

Increase

online and mobile 

citizen services 

experiences

ENGAGE AND 

CONNECT WITH 

CITIZENS



EXPECTATIONS OF GOVERNMENTS ARE CHANGING



Engage and connect with citizens 

how they want, where they want, 

when they want

Enable faster response times and 

quicker issue resolution

Provide real time alerts and updates 

to keep citizens informed

ENGAGE AND CONNECT WITH CITIZENS



Improve

services response rates 

with access to 

information and people

Collaborate

with integrated tools 

to produce better 

decisions and 

outcomes

Advance

government employee 

productivity with complete 

collaboration solutions

Enhance

services experience 

when employees have 

the best tools for the job

MODERNIZE THE 

GOVERNMENT 

WORKPLACE



MODERNIZE THE GOVERNMENT WORKPLACE

Automate time-intensive processes 

by adopting intelligent tools

Increase agility and mobility so 

employees can stay connected 

anywhere

Enable cross-organization 

collaboration and improved 

productivity



Improve

agency agility through 

self-provisioning 

services

Enhance

capabilities for 

performing work 

through mobile tools

Reduce

costly maintenance and 

free up government 

resources

Increase

resiliency with scalable, 

on-demand, secure 

government 

infrastructure

ENHANCE 

GOVERNMENT 

SERVICES



ENHANCE GOVERNMENT SERVICES

Engage and connect with citizens 

how they want, where they want, 

when they want

Enable faster response times and 

quicker issue resolution

Provide real time alerts and updates 

to keep citizens informed



City Services

Obtaining information

Taxes and payments

Citizen and business services

Connecting with leaders

City Insights

Operations management

Energy and resource management

Safety management

Population Health Management

Mobility

Traffic management

Public transportation services

Transportation Optimization

Fleet management

DIGITAL 
HOTSPOTS

CITIZEN EXPERIENCE JOURNEY MAP





Decision



Happiness

Microsoft’s AI Approach

Empowering 

People
Responsible AI

Meaningful 

Innovation



AI for Public Sector

Towards augmented public 
services for the citizen

Public Goes AI – The AI offering of Capgemini for the Public Sector
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Large and Diverse Business with Distinct Sub-Sectors

Delivering better services 
(to increasingly demanding citizens)

What is the Public Sector?

Public Administration: 

Central Government, Local 
Government

Defence: 

Ministry of Defence; Military Police

Healthcare: 

Ministry of Health, Hospitals, Health 

Insurances, University, Clinics

Security: 

Police and Emergency Services, 
Intelligence Agencies

Welfare: 

Job Employment Agencies, Social 

Benefit Agencies, Insurances, …

But Common High Level Challenges
Driving out costs 
(to pay for those services)

Safeguarding and protecting citizens 
against external & internal threats

And a common frame
A European Data Strategy 
aiming at Pan-European open / 
sharing data initiatives

European Privacy Law

Tax & Customs:

Ministry of Finance, Financial 

Intelligence Units, Custom Agencies.



The Public Sector is facing big common challenges globally

Migration

Terrorism and 
Security threats

Demographics Covid-19

The Economy

Housing and 
Homelessness

Escalating benefits 
costs

Transport and 
Infrastructure

Education

Social and political 
change

Unemployment

Inflation

Income disparities

Sustainability

More demanding 
citizens

Escalating benefits 
costs

Climate change

Data democratization

Health Care
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These challenges require action 
Action requires insight
Insight requires data

Becoming the Data-Driven Government

Data-driven 
approach for 

situation

Data & 
information: 

Collect, 
organize & 
process on 

current 
situation

Analyze & 
visualize:

Clear view on 
situation past –
present – future 

scenario

Actions: 

Determine 
approach for 
situation and 
take action

Results:

Situation 
improved –

check/update 
objectives
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AI as key toward a digital social contract

Citizenship

AI as our digital twin

Governmental 
action

AI augments 
governmental action

Technology

AI affects public 
services, citizen 
rights and duties

Values

AI touches on key 
values of our 
democracies

A right and
urgent time for a

strong action
toward augmented 

public services
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Our 4 playfields for AI in the Public Sector

End-to-end automation of administrative processes

2. Interaction with the citizen / public servant

1. Intelligent Automation of Administration

24/7 interaction between administration, citizen and processes

3. Identifying anomalies

Real-time identification of danger, incidents & other anomalies

4. Helping in the decision making process

New and influent insights that can be leveraged for better decisions

AI helps, doesn‘t replace !

AI as Tool

The human decides

AI helps

AI augments

AI with ethics

Fair

Explainable

Lawful

AI is a way of the Public Sector to master data, in order to 
accomplish its missions with more pace, efficiency and security

Augmented Public Service
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1. Intelligently automating administration processes
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1. Intelligently automating administration processes
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2. Interacting with the citizen / state employee

Chatbot

NLP
-

Natural 
Language 
Processing

-
Analysis & 

synthesis of 
natural language 

and speech 
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2. Interacting with the citizen / state employee



AI for Public Sector – AI Webinar – 19 mei 2020

New situation, new opportunities for fraudsters

• Huge volumes of requests to be paid in short time
• Companies requesting subsidies with dubious credentials, getting 

paid, and then going broke with no possibility of recovery
• Furloughed employees doing voluntary work which benefit to 

employer, while getting subsidies from government
• New employees being declared as part of a company, only to get 

furloughed and generate subsidies to the company
• Sick employees converted to furlough, because compensations are 

more generous

Automated processing to enable fast payment 
with low risk

• Processing of subsidy requests
• Analysis and verification of documents
• Check with company databases
• Risk scoring based on expected fraud signals
• Analysis and discovery of fraud patterns
• Social graph analysis against organized crime

3. Detecting anomalies
COVID19 – Anomaly detection: mistake or fraud?
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3. Detecting anomalies
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4. Helping in the decision-making process

Reduce uncertainties, complexities and deliver 
predictability

Help public organizations to move from identifying 
issues to resolve these before they occur.
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4. Helping in the decision-making process
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Source: Capgemini Invent – AI maturity curve in the customer relationship field 

EXPLORATION

DEVELOPMENT

LARGE SCALE 
DEPLOYMENT

Experimenting

Scaling up

Key challenge for the 
organizations

Continuous improvement

Use cases enrichment

First use cases identification 
and data experimentation

AI « Death valley »

Current challenge with AI: 
Realizing concrete business benefits at scale
AI needs EXECUTION to bridge the AI Death Valley and SCALE

Scaling business adoption of AI

Putting AI solutions in production

Scaling up the operating model for AI

“AI's potential has given companies lofty expectations of transforming 
their business and dominating their market. But data quality, talent 

scarcity, and a trust gap serve as a reality check.” *

“Source: Forrester Infographic: AI Experiences A Reality Check
Three Challenges Hold Firms Back From Achieving Enterprise AI Aspirations May 17, 2019
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Answers

Beyond the Hype – Successful AI projects

• Death Reason I – AI without goal

• Death Reason II – AI without scalability

• Death Reason III – AI without data

• Death Reason IV – AI without humans

Not only for Public Sector projects

Four reasons, why AI projects fail

Ethical AI AI  Engineering

Hum an AI Collaborat ive AI
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Real-life examples for AI in the Public Sector

Fighting 
Diseases & 

Cancer

Intelligent 
Case 

Management 
for cities 

Augmented 
Job Search

AI Platform 
for the 

Security 
forces

AI 
enabled 

Smart 
Cities

AI for Fraud 
Detection

Citizen 
Services 

Guidance 
bot

Patient flow 
at the 

hospital

Cognitive 
Document 

Processing
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The ethical debate on AI is getting more and more relevant 

© 2020 Capgemini. All rights reserved. 40

Ethical AI
7 Guidelines

Human Agency & 
Oversight

Robustness &
Safety

Privacy & 
Data Governance

Transparency

Accountability

Non-discrimination 
& Fairness

Societal &
Environmental Wellbeing

Guidelines & Principles are required!

Tooling by Capgemini is necessary in order to create and implement guidelines

EU‘s High Level Expert Group on AI Capgemini adapts!

+ Capgemini is part the 
Nationale AI Coalitie
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How to start with implementing AI 
use cases?

2

What are the use cases that are 
interesting in your context?

We invite you to a free, high-level AI-value discovery workshop

Goal Challenges Impact

Business knowledge

AI 
solutions

ROI

AI knowledge

Sweetspot!
Combining business 
knowledge with Data 
Science knowledge

1

Difficult EasyEase of implementation
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Low
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https://www.capgemini.com/nl-nl/bronnen/webinar-week-ai-public/
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Contact us for an AI value discovery workshop!
https://www.capgemini.com/nl-nl/bronnen/webinar-week-ai-public/

Jasper Hillebrand

Insights & Data Artificial 

Intelligence Lead

Martijn van de Ridder

Insight & Data Public Sector 

Lead

https://www.capgemini.com/nl-nl/bronnen/webinar-week-ai-public/


Identity 
Management
AI for public

Jasper Hillebrand 

Data Science & Analytics Lead Capgemini 

Insights & Data Netherlands

Martijn van de Ridder

Public Sector Lead

Insight & Data Netherlands



Personal Identification plays a large and important role 
within our lives, where travel is the most dominant sector

32%

23%

22%

10%

6%

5%
2%

Travel

Business

Purchasing

Healthcare

Finance

Employment

Living

Source: Monitor Identiteit 2019 - Bezit, gebruik en misbruik van identiteitsmiddelen  



In the last 4 years the Netherlands witnessed an increase of identify 
fraud, where most fraud was committed using the ID

152
209 266

583
793 769

1677

2915

3249

4142

2010 2011 2012 2013 2014 2015 2016 2017 2018 2019

Reports on identity fraud

BSN

DigiD

Stolen information

ID stolen

ID copied

Mail adress

Public data

Other

Bankcard

Creditcard

Unknown

43%

Object used for identity fraud

Source: Monitor Identiteit 2019 - Bezit, gebruik en misbruik van identiteitsmiddelen  



As ID fraud is on the rise, ID validation will play a more important role; 
however, systems are not able to validate all features of an ID document

Identification 
document

1
ID documents have a large variety of 
security features

2 These security features vary per 
country

3
ID documents are changed over time 
in design and security features

4
Due to this complexity only ICAO 
checks are performed

Capgemini wants to reduce ID fraud and has been actively working on a solution that can overcome 
these challenges



Our solution combines ID proofing knowledge with AI 
technology and enables validation on scale

Identification 
document

Document validation
solution

Validation
results

Scanner

Phone

Document 
details

Document proofing 
knowledge

Partnership



Work in progress



Our solution leverages on Computer Vision, Deep-learning and 
OCR technology to realize a high level of validation confidence

Cropping

Classification

Pre-processing Text extraction

Parse data

Computer vision

Machine learning

Deep learning

OCR – text extraction

String matching

Perform validation 
inspection

Results 
validation

Document scans and 
chip information

Document validation
solution



Computer vision technology is used to only extract the 
document from the scanned image

Cropping

Our cropping service uses, amongst other things, computer vision technology to 
remove unwanted information from the image. We are only interested in the 
data page of the ID document. Document validation

solution



Deep-learning technology allows us to classify the document 
that is on the scanner while only having one reference image

GDPR regulations prohibits us from storing ID documents, which implies that 
there is only one reference image per ID document. A special implementation of 
deep-learning technology still enabled us to classify these documents.Classification

The eye’s of the deep-learning model triggering on the security features and the 
text location.

Document validation
solution



Image pre-processing is vital to ensure that text extraction 
returns results that are in line with the document

ID documents vary in color and material, which can result in reflections on the 
scan. A combination of three advanced pre-processing methods enables us to 
handle these variations.Pre-processing Document validation

solution



Localizing the text prior to the extraction ensures good OCR 
results

Each country has their own format for various fields including gender and dates. 
After extraction the text is post-processed to enhance the results and convert 
the text to a standardized format.Text extraction

Document validation
solution

DocumentType: “P”
CountryCode: “NLD”
Nationality: “Nederlandse”
DocumentNumber: “SPECl2014”
Surname: “De Bruijn e/v Molenaar”
GivenNames: “Willeke Liselotte”
DateOfBirth: “10-03-1965”
PlaceOfBirth: “Specimen”
Gender: “F”
Height: “1,75 m”
DateOfIssue: “09-03-2014”
DateOfExpiry: “09-03-2024”
Authority: “Burg. van Stad en Dorp”

MRZ: “P<NLDDE<BRUIJN<<WILLEKE<LISELOTTE<<<<<<<<<<<”
“SPECI20142NLD6503101F2403096999999990<<<<<84”



DocumentType: P

CountryCode: NLD

Surname: De Bruijn

GivenNames: Willeke Liselotte

DocumentNumber: SPECI2014

CheckDigit1: 2

Nationality: Nederlandse

DateOfBirth: 10-03-1965

CheckDigit2: 1

Gender: F

DateOfExpiry: 09-03-2024

CheckDigit3: 6

BSN: 999999990

CheckDigit4: 8

CheckDigit5: 4

Parse data

Parse and compare the extracted MRZ data with the extracted 
OCR data

The MRZ of ID documents is structured in a predefined way depending on the 
document type. This enables us to extract the underlying data and use a smart 
string matching algorithm to compare it with the extracted data from the OCR. Document validation

solution

P

NLD

De Bruijn

Willeke Liselotte

SPECl2014

-

Nederlandse

10-03-1965

-

F

09-03-2024

-

-

-

-

100 %

100 %

100 %

100 %

98 %

-

100 %

100 %

-

100 %

100 %

-

-

-

-

MRZ OCR String Matching



Validating the document is just one step, we also validate if the 
person holding the document is the rightful owner

Face matching technology allows the solution to match the images from the 
document and chip with a live photograph. Capgemini uses software from one of 
it’s partners to bring state of the art classification results.

Perform validation 
inspection

Document validation
solution

IRWL

Facial comparison is done on all available sources. Counterfeit documents often have a 
sticker over the White-light image, blocking the original image. However, the original 
image is visible in the IR image, allowing us to instantly flag this document as false!



ID validation authentication requires your attention, and 
through Capgemini's solution you can give it all it needs!

Our solution leverages on ID proofing knowledge through existing 
partnerships 

It performs validation beyond the checks (ICAO) that are found in 
existing solutions, giving you just that extra bit of safety

It provides a robust alternative even when you don’t have 
documents scanners available

Available as an application, but soon also “as a service” for one-
time use by smaller organizations

Let's fight identity fraud together

Performs document validation within 8 seconds and on scale



https://www.capgemini.com/nl-

nl/bronnen/webinar-week-ai-public/
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