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Operational Reconstruction and Empirical Test of Government Service Hotline under Al
Agent Collaboration: A Case Study of '"Three—Level Funnel'' Model
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Abstract: There is a lack of empirical evidence in existing literature regarding whether embedding Al agents can bring
systematic changes to hot-line operation. Taking the 12345 government hotline projects in Foshan, Yunfu and other
regions of Guangdong Province as research cases, this paper examines the effectiveness of the "three-level funnel”
model through pre-post reform comparison. The data indicate that under the model of "front-end intelligent diversion-
middle-end agent assistance-back-end manual fallback-post-end governance empowerment", the time consumed for
work-order filling decreases by approximately 80%, the accuracy of work-order assignment rises by around 40%, the
production cycle of thematic reports is shortened from 3-4 days to 0.5 hours, the merging rate of repeated complaints
drops by over 35%, and the detection rate of high-risk public opinion increases from 68% to 94.3%. While Al cannot
replace human labor, it has redrawn the boundary of human-machine division of labor. This paper provides references
for the digital-intelligent application of Al in government hotline services.
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