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1. 	How did the Hong Kong government use text mining to better serve its constituents?

The government built a Complaints Intelligence System in order to analyze social messages hidden in the complaints data, which provides important feedback on public service and highlights opportunities for service improvement. Utilizing SAS Text Miner, the government is able to better understand underlying issues and quickly respond even as situations evolve. Text mining also enables the government to quickly discover the correlations among some key words in the complaints.

2.	What were the challenges, the proposed solution, and the obtained results?

The major challenge facing the Hong Kong government was analyzing and responding to public complaints to their call center. This involves addressing answers to about 2.65 million calls and 98,000 e-mails per year. Originally, they attempted to compile reports on complaint statistics for reference by government departments manually. But through ‘eyeball’ observations, it was impossible to effectively reveal new or more complex potential public issues and identify their root causes, as most of the complaints were recorded in unstructured textual format. So, the government decided to utilize text processing and mining approaches to uncover trends, patterns, and relationships in the text data. This allowed the government to better understand the voice of the people, improve service delivery, make informed decisions, and develop smart strategies. The result was a boost in public satisfaction.

