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Research on the Application of Large Language Models for Intelligent Analysis of Hotspot
Issues in Government Service Hotlines

Guo Wei, Xing Haiyan, Yu Lingyang’
China Unicom Guangdong Branch, China Guangdong Guangzhou 510000

Abstract: Based on the overall deployment of the digital government reform and construction in Guangdong Province, the
author, through in-depth participation in the construction of 12345 and provincial "Yue Guanxin" government service hotlines
in Yunfu City and Foshan City, focused on the core pain points of "slow response, shallow analysis, and delayed warning",
and led the technical team in collaboration with government authorities and front-line operation personnel to specifically solve
the difficult issues in analysis and judgment under different cities' service volume, regional demand characteristics, and cross-
level hot spot coordination differences. A set of intelligent analysis and judgment system for hotspots in a multi-level linkage
model (provincial, municipal, county (district)) was constructed. This system adopts the technical route of private deployment
of large models, covering the entire lifecycle management of hotspots: from the precise design of the three-level tag system,
intelligent marking of all work orders, to the real-time capture of dynamic hot words, automatic aggregation of hot events,
multi-dimensional analysis of hot trend, and pre-warning of graded risks, and finally outputs special analysis reports on
hotspots.
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