
COVID-19 Ombudsman 
Analysis
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Problem: COVID-19 brought a large number of
requests. The team was unable to attend. 

Objective: How to apply machine learning to 
identify the interaction profiles in the 
ombudsman channels in the state of Goias
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Methodology

• Analysis of the population that interacts in the 
ombudsman channels

• Descriptive analysis of interactions

• Textual analysis of texts using clustering 
techniques

• Personas Identification

• Recommendations
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2- Descriptive Analysis
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Complaints about the Corona Virus

Total Manifestations: 2509 between 03/13/2020 to 03/26/2020



2- Textual Analysis -
Artificial Intelligence
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FRAME

Ombudsman 

Manifestations
Non-Supervising Learning 

(Kmeans Cluster)

NLP

Text Classification

Models

Deploy in web tool and 

capture of tweets

Data visualization



TF-IDF

With the TF-IDF (term frequency - inverse 
document frequency), we consider the 
frequency of a word in the sentence, divided by 
the number of documents in which it appears



Kmean Clustering Technique

Clustering method that aims to partition n 
observations among k groups, where each 
observation belongs to the group closest to the 
average. This results in a division of the data 
space in a Voronoi Diagram.



Manifestations Tag Cloud



Logic in interaction

Interactions always follow the same logical thinking structure
The employee has doubts as to whether his company should be open, so he 
creates a complaint.
The citizen has doubts about an activity that must be working, then the citizen a 
complaint.

Company

The focus of the complaint is the common citizen.

Complaints focus
are the employees.

Breach the decree.



Demandas por Cluster

Cluster Manifestações %

• Running Activities, employees and 
agglomerations

600 28.18

• Citizen complaint about open services 438 20.57

• Employees Requesting Protection 303 14.23

• Entertainment 353 15.88

• Closed door companies 167 7.84

• Decoration Stores 156 7.33

• Open bars 112 5.26



CLUSTER - Operating activities, 
employees and agglomerations
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1- Operating Activities, employees and 
agglomerations

• Reported activity:
• Workshops
• Works and Constructions
• Administrative activities
• Colleges maintaining activities -

• Cambury more than 10 requests,
• UNIALFA,
• PUC

• IT companies
• The company “Elétrica Radiante” made 20 requests



1- Operating Activities, employees and 
agglomerations



CLUSTER - Citizen complaint 
about open services
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Citizen complaint about open services

• Activity reported that citizens have doubts:
• Drugstores
• Hardware Stores
• Auto parts - doubt whether to stay open or closed
• Laundries
• Administrative Service
• Concessionaires
• Parking
• Churches
• Car wash
• Motel - Neighborhood of São Francisco e Ipiranga
• Ambulance



Citizen complaint about open services



Code: 
https://colab.research.google.com/drive/1TVC3b7pgK
mjC5ANy2HUkgUUsvIKlL4M8#scrollTo=J8WGU3_TZhq
V

https://colab.research.google.com/drive/1TVC3b7pgK
mjC5ANy2HUkgUUsvIKlL4M8#scrollTo=J8WGU3_TZhq
V

http://ferreirabruno7.pythonanywhere.com/

https://colab.research.google.com/drive/1TVC3b7pgKmjC5ANy2HUkgUUsvIKlL4M8#scrollTo=J8WGU3_TZhqV
https://colab.research.google.com/drive/1TVC3b7pgKmjC5ANy2HUkgUUsvIKlL4M8#scrollTo=J8WGU3_TZhqV
http://ferreirabruno7.pythonanywhere.com/


Thank You!

ferreirarbruno7@gmail.com
• Linkedin: https://www.linkedin.com/in/bruno-paix%C3%A3o-

9988a975/
• Instagram: https://www.instagram.com/brunopaixao7/

• Website: https://sites.google.com/view/ferreirabruno7/home

• Whatsapp: +5561991211175
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