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Problem Statement - Original

Reduce the administrative burden on the Grants Ontario customer 
service team. 

Document query

EDW Query

Perform a system function through the bot
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Problem Statement - Revised

Grants Ontario 
Help Desk
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Not-for-Profit Organization        
(Grant Applicant)



Not for Profit Applicants
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Nicholas

“The 

Grants 

Guy”

Small Team

New 

Bill

Expert

Larger Team

Higher 

Expectations

Time 

Constrained

Financially 

Constrained

“Half the non-profit sector has no paid

staff and the majority of other non-profits 

are very small.”

“…over 40 systems used to manage TPAs…status quo is 
duplicative and burdensome… Streamlining systems would 

lead to reduced burdens for both sectors, including: reduced 

manual data entry, manual report preparation, staff time…”

- Ontario Non Profit Network Report (2019)



Grants Help Desk
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646 Tickets 

(Nov’ 18 - TD)

65% - Email

23% - Phone

Form Upload
Program 

Details

Payment 

Details

Navigator Operational

Strategic Enabler

Laura



Solution
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NoSQL 

Database

Python 

Middleware

Slack

Data Sources
Crawl 

Website(s)

Parse 

Program 

Guidelines

Email 

Relevant 

Documents 

Provide 

Application 

Insights (ML)

Provide Case 

Updates

Parse 

System 

Guides

Features
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Demo



Roadmap

8

Today

Watson Bot

Azure Bot

Tomorrow

Update 

Timeline

Task-Based 

Bot
Self-Learning 

Bot



Collaborative, Multi-disciplinary  Team 

9

Developers
Watson 

Experts

Domain 

Experts



So what?
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Citizen Centric, Digital 

First

Comprehensive, On-Demand, 

and Personalized Service 

Delivery 

Burden Reduction



• Bill Dong, Developer

• Yasir Bajwa, Developer 

• Samuel Jung, Developer 

• Nicholas Chin, Solution Designer

• Supreet Singh, Solution Designer  

• Ling Chen, Architect 

• Chinmaya Madan, Business Analyst

• Henderson Zhu, Manager

• Roy Thomas, Senior Manager
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The Team

Thank you to Center for 
Advanced Computing!

• Fernando Hernandez, Trainer

• Laura Turner, Trainer


