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“Using Intelligent Chatbot System at the Ministry of Finance in the
Kingdom of Saudi Arabia”

Abstract:

The Ministry of Finance is considered one of the most important government sectors in the Kingdom of Saudi Arabia due to
its direct relationship with clients and other entities locally and regionally, as it undertakes all tasks and specializations related
to government resources, financial policies, exploitation of state assets, preservation and organization of state funds,
collection, and securing the routes of its imports and expenditures. The use of technology to achieve the strategic objectives
of the Ministry of Finance requires to use the latest and smartest systems. With the spread of the concept of artificial
intelligence in recent years, intelligent chatbot systems have emerged as digital assistants. Therefore, the use of such
technology represents a driving force to raise the quality of outputs, improve performance, and enhance the efficiency of
operations, which contributes to increasing productivity, creativity, and organizational competition in the Ministry and
improving the level of its services. The study aimed to identify the importance of using intelligent chatbot system in the
Ministry, and the services it can be provided to employees, as well as to identify the most important challenges and obstacles
in implementing the intelligent chatbot system effectively. The study adopted the descriptive approach for its suitability to
the nature of the study and the goal it seeks to achieve, and the case study approach, where the case of the Ministry of Finance
was studied by identifying the impact of the intelligent chatbot system on the Ministry's employees and their daily work. The
questionnaire was used as a tool to achieve the study objectives. The study sample consisted of (161) employees of the
Ministry (Director General, Director of Administration, Director of Section, Employee). The results showed the effectiveness
of the intelligent chatbot system in enhancing teamwork and improving communication between employees and
management. There is general awareness among employees of the importance of this technology, despite some challenges
in implementing it with full efficiency. Although the system contributes to facilitating access to knowledge, providing
consultations, and receiving complaints and suggestions, there is a need to improve some aspects to ensure a better user
experience. The study recommended the need to invest in improving the technical infrastructure to facilitate daily operations.
This includes updating existing systems, providing the necessary devices, ensuring fast and stable internet connections,
increasing awareness and training for Ministry employees, improving the material and moral incentive system, enhancing
internal and external communication, and also addressing executive challenges.

Keywords: Intelligent chatbot, Intelligent chatbot system, Use of Intelligent chatbot, Ministry of Finance.
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