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Vision Statement 

Language Intelligence for Citizen-Centred Public Administration 
 
International public administrations and international organisations exist to serve citizens—
across borders, cultures, and languages. In a world of increasing complexity and diversity, 
excellence in public service depends on our ability to listen, understand, and respond at scale. 
Language Intelligence enables them to transform how they engage with citizens by turning 
everyday interactions into actionable insights. It allows institutions to understand citizen 
needs in all official and non-official languages, capture sentiment and intent, and identify 
emerging issues early—while respecting principles of fairness, transparency, and trust. 
 
By embedding Language Intelligence into policy design and service delivery upfront, 
international institutions can: 
 

● Place the citizen experience at the centre of decision-making, grounded in real-world 
interaction rather than assumptions. 

● Ensure linguistic and cultural equity, so no citizen is disadvantaged by language 
accessibility issues or communication barriers. 

● Simplify and humanize public communication, making rights, obligations, and services 
accessible to all. 

● Move from reactive to proactive service delivery, anticipating needs and preventing 
dissatisfaction before it escalates. 

● Strengthen institutional trust and legitimacy through clarity, consistency, and 
responsiveness. 
 

Language Intelligence is not a replacement for human judgment—it is a strategic capability 
that augments it. It is the fastest vehicle and safest link between humans. Used responsibly, it 
empowers public servants to serve citizens more effectively, design better policies, and build 
administrations that are more inclusive, resilient, and responsive. 
 
In doing so, international institutions reaffirm a fundamental principle: governance begins 
with listening, and trust is built through understanding. No communication effectiveness 
without engagement readiness.      
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Here are some examples of how Language Intelligence can concretely help international 
institutions improve services to citizens: 

Understanding citizens at scale (without losing nuance) 

Public administrations sit on oceans of unstructured language coming from user-generated 
content: 

● emails, complaints, forms 

● call-centre transcripts 

● social media comments 

● surveys in multiple languages and formats 

Language Intelligence can: 

● detect recurring pain points, emerging issues, and unmet needs 

● distinguish tone and emotion (frustration, confusion, urgency) from content 

● surface weak signals before they turn into crises 

➡ Result: policies and services shaped by real citizen experience, not just KPIs or anecdotes. 

Multilingual equity, not just translation 

International administrations face a core risk: some citizens are simply less heard because of 
language barriers. 

Language Intelligence goes beyond translation by: 

● preserving intent, tone, and cultural context 

● ensuring minority or less-dominant languages are analysed with equal weight 

● identifying where misunderstandings systematically occur 

➡ Result: fairer access to services and fewer “lost in translation” failures. 

Simplifying bureaucratic language 

Citizens don’t struggle because they’re incapable—they struggle because administrations 
speak in: 

● legalese 
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● acronyms 

● institution-centric logic 

Language Intelligence can: 

● detect overly complex or exclusionary language (jargon) 

● rewrite content in plain, citizen-centric language 

● test clarity across literacy levels,  cultural standards and functional environments      

➡ Result: fewer errors, fewer follow-ups, less frustration—and lower administrative cost. 

From reactive to proactive public service 

Instead of waiting for complaints, administrations can: 

● predict service breakdowns through language patterns 

● detect rising anxiety or confusion around new policies 

● identify which groups are most affected before escalation 

➡ Result: public services that feel attentive and human, not distant and procedural. 

Personalization without losing trust 

Citizens want relevance—but they also want fairness and transparency. 

Language Intelligence enables: 

● tailored guidance based on a citizen’s situation and language 

● consistent answers across channels (online, phone, in-person) 

● explanations that adapt to the citizen’s knowledge level 

Done well, this: 

● reduces perceived arbitrariness 

● increases trust in institutions 

➡ Result: personalization that feels supportive, not intrusive. 

Listening as a democratic act 

At an international level, Language Intelligence can: 
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● aggregate citizen voices across countries and cultures 

● highlight where policies work differently in practice than in theory 

● give decision-makers a living feedback loop from the population 

➡ Result: administrations that don’t just govern for citizens, but with them. 

Conclusion 

Language Intelligence helps international institutions: 

● listen better 

● speak more clearly 

● act earlier 

● serve more fairly 

If the citizen is the alpha and omega, Language Intelligence is what closes the loop between 
intent and impact. 
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