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Subject: RFI Response: Na-onal Ar-ficial Intelligence Research and Development Strategic Plan 
Date: Friday, March 4, 2022 
From: Michael Seeds
To: AI-RFI

March 4, 2022

White House Office of Science and Technology Policy
Executive Office of the President 
Eisenhower Executive Office Building
1650 Pennsylvania Avenue NW
Washington, D.C. 20504

Re: Comments of Twilio on the Update of the National Artificial Intelligence Research and 
Development Strategic Plan

Twilio welcomes the opportunity to comment on the White House Office of Science and Technology Policy 
(OSTP) request for information regarding updates to the National Artificial Intelligence Research and 
Development Strategic Plan. 

Twilio supports the overall goals of the Strategic Plan and welcomes OSTP’s contemplated revisions. We 
support the approach of the U.S. government in facilitating impactful research and development (R&D) in 
the AI space, especially through the support of a diverse AI workforce. We believe that facilitating industry-
led and internationally-coordinated research, development, and standardization efforts are crucial to 
maximizing the benefits of AI while minimizing potential harms.

I. About Twilio

Twilio is a leading b2b global cloud operator that enables other businesses, governments and nonprofits to 
embed communications, such as voice, text messaging, email, chat and video, into their existing web and 
mobile applications to enhance their engagement with their customers and constituents. Organizations 
have used Twilio to allow their end-users to contact their teacher or students, alert the public about an 
emergency, video chat with their doctor, speak with their rideshare driver, make a bank transaction, shop 
online, authenticate an account, and interact with elected officials, among many other activities.

Founded in San Francisco in 2008, Twilio now has 26 offices in 16 countries and the infrastructure to 
support communications worldwide. Twilio provides services to more than 256,000 enterprises globally and 
powers more than 1 trillion interactions between them and their customers every year. Twilio customers 
range from small and medium-sized enterprises (SMEs) to the world's largest corporations and come from 
a broad range of industries including financial services, health care, manufacturing, retail, education, and 
logistics. Twilio’s non-profit arm, Twilio.org, supports charitable organizations to deliver their 
communications needs, such as the American Red Cross. Twilio is also a technology partner and 
supporter of the United Nation’s Vaccine Alliance GAVI.

II. How Twilio uses Artificial Intelligence

Twilio leverages AI in order to support the company’s mission of enhancing communications and customer 
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Twilio leverages AI in order to support the company’s mission of enhancing communications and customer
engagement. Twilio uses AI and high-quality data training sets to create products that allow innovative 
companies to use AI tools that drive efficiency, responsiveness, and customer satisfaction. In its internal 
processes, Twilio works to ensure responsible use of AI, with particular focus on the protection of accuracy, 
privacy, security, and transparency.

Twilio currently offers one AI-powered service, Twilio Autopilot. Autopilot is an AI interface that bridges the 
gap between human agents and self-service bots. It allows developers to build intelligent Interactive Voice 
Response (IVR) systems, bots, and applications that are powered by Twilio-built Natural Language 
Understanding and Machine Learning frameworks. Through these technologies, Autopilot is able to turn 
nested phone trees into simple “what can I help you with” voice prompts and allow customers to use voice 
search to access a knowledge base. In addition, Twilio is actively looking at ways to incorporate AI into 
future products that will benefit consumers. 

III. Twilio Supports OSTP and US Government Leadership at Home and Abroad

Twilio supports the Administration’s efforts to facilitate the development of AI and the Plan’s focus on 
researching the ethical, legal, and societal implications of its uses. Security, privacy, and the integrity of 
data sets are critical for effective AI, and encouraging R&D in these areas is important to developing 
effective solutions, mitigating potential harms, and fostering public trust. 

It is also critical to coordinate with industry and strategically aligned international partners to enhance the 
Administration’s efforts in this realm. As jurisdictions around the world develop their approach to AI, global 
alignment on regulatory approaches and standards is critical to fully realizing the benefits of the technology. 
To this end, Twilio supports international efforts to coordinate AI R&D and stresses the need to ensure that 
any policies seek to be future-proof and forward-looking. In this respect, U.S. leadership is important to 
ensure that global AI policy efforts are informed by consultation with leading private sector companies and 
to ensure that innovation, commerce, and critical user services are not impeded by well-meaning legislative 
or regulatory actions. 

IV. Pursue Consensus-Driven International Standards in Support of OSTP’s Policy Priorities.

Standards and benchmarks are a foundational component of the National AI R&D Strategic Plan, 
recognized both in their own right and as a cross cutting element across strategic goals. This is rightly 
embodied in Strategy 6: Measure and Evaluate AI Technologies through Standards and Benchmarks. 
Standards and benchmarks are also a crucial element that can enable progress towards other goals 
embodied in the strategy, including addressing the ethical and society implications of the technology, 
ensuring security, and fostering the long-term scaling of the AI ecosystem.

As AI technology continues to change and evolve, industry is continually developing and refining 
approaches to mitigate potential risks. These efforts bring critical nuance and expertise that can inform both 
those deploying AI and policymakers seeking to regulate it. Some of the most important challenges in AI 
today, e.g. developing and scaling effective and commonly accepted means to detect and mitigate bias in 
AI systems, depend on the formalization of technologies, processes, common metrics, and techniques that 
can be trusted and verified. We encourage the US government to work with private industry and coordinate 
with its trusted international partners to support consensus-driven international standards that can inform 
responsible AI development and thoughtful policy both at home and abroad.

V. Support Inclusive Pathways for Americans to Participate in AI R&D

Twilio also supports OSTP’s and the National Artificial Intelligence Initiative Office (NAAIO)’s efforts to 
ensure AI technology R&D can benefit everyone in the United States. As a company that develops AI tools 
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for clients around the world, we acutely understand the importance of considering fairness and inclusivity 
and ensuring it is reflected throughout each stage of the AI lifecycle. 

One key component of this is the AI workforce. In order to build a more diverse workforce capable of more 
holistically addressing societal impacts, Twilio supports federal efforts to coordinate education and training 
activities; funding for AI research, development, and demonstration; and the network of artificial intelligence 
research institutes. 

Additionally, ongoing efforts to “maximize the benefits of science and technology to advance health, 
prosperity, security, environmental quality, and justice for all Americans” are an especially critical goal of the 
strategic initiative. As such, Twilio supports contemplated revisions to the National AI R&D Strategic Plan to 
include more inclusive pathways for more Americans to participate in AI R&D. By increasing the number 
and diversity of students, researchers, and professionals active in AI, America’s national AI base will be 
better prepared for the challenges of tomorrow. 

VI. Conclusion

Twilio supports the Administration’s efforts to revise the National AI R&D Strategic Plan and OSTP’s efforts 
to focus revisions on strategic international cooperation and inclusive pathways for more Americans to 
participate in AI R&D efforts. Twilio welcomes the opportunity for future engagement with the Biden 
Administration on this important policy matter. 

Best,

Michael Seeds
Director, Government Affairs

What’s Twilio? It’s your new
superpower to build conversations
anywhere. See how it works.

https://youtu.be/euJAcVfn0C4
https://www.twilio.com/?utm_source=email_signature
https://youtu.be/euJAcVfn0C4

