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Abstract:

This research evaluates the role of artificial intelligence (Al) in improving the
quality of government services, with a focus on the Ministry of Housing, Utilities, and
Urban Communities in Egypt. The study aims to analyze the current state of Al
adoption within the governmental work environment and assess its impact on
institutional performance and service quality in terms of efficiency, accuracy, and user
satisfaction.

The study adopts a descriptive analytical approach, based on data collection and
analysis to measure the level of Al usage among employees, identify key applications,
and explore the technical, human, and organizational challenges limiting its effective
implementation.

The findings reveal a moderate level of Al adoption, with a noticeable positive
impact on improving government service quality, particularly in accelerating
procedures, enhancing data accuracy, and supporting decision-making. However, this
impact remains limited due to several challenges, including weak digital infrastructure,
lack of qualified human resources, and the absence of a comprehensive strategic
framework for Al implementation.

Accordingly, the study emphasizes that achieving the full benefits of Al requires
an integrated institutional approach, including developing a clear Al strategy,
transitioning from traditional digital systems to intelligent systems, and ensuring
strong top management support. It also highlights the importance of activating Al in
practice through pilot projects and integrating Al technologies into existing systems,
alongside strengthening human capacities through practical training programs and
awareness initiatives. Furthermore, the study stresses the need to enhance digital
infrastructure, adopt advanced Al tools, and ensure data security and privacy.

The study concludes that the success of Al implementation in the public sector
depends not only on technology availability but also on its effective and systematic
activation within the work environment to achieve sustainable improvements in
institutional performance and service quality.

(Keywords)

Artificial Intelligence — Government Services — Ministry of Housing, Utilities, and
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