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ABSTRACT

The appropriation of Information and Communication Technologies (ICTs) in public
administration has transformed the interaction between government and citizens,
allowing greater efficiency and accessibility. This study examines the use of ICTs in
a Regional Superintendence of Labor (RST) in Brazil, focusing on the CTPS Digital
application and the Electronic Contact Form. Our goal is to investigate how ICTs can
strengthen the principle of efficiency in public management, raising the quality of
citizen service. The research adopts a mixed approach, integrating interviews with
RST employees, application of questionnaires to users, and document analysis. The
SERVPERF model was used to evaluate the quality of digital services, and quantitative
data analysis was performed in the R software. As results, we point out that ICTs
contribute to the efficiency and agility of services, but the current modeling presents
fragility of security and accessibility, requiring continuous human intervention.
The research suggests the need to improve digital services’ modeling, strengthen
platforms’ security, and promote users’ digital inclusion.

Keywords: Public administration; Informatfion and communication technologies;
Government; Information Management; Quality.

RESUMO

A apropriacdo de Tecnologias da Informacdo e Comunicacdo (TICs) na
administracdo publica vem transformando a interacdo entre o governo e os
cidaddos, permitindo maior eficiéncia e acessibilidade. Este estudo examina o uso
das TICs em uma Superintendéncia Regional do Trabalho (SRT) em um estado do
Brasi, com foco no aplicativo CTPS Digital e no Formuldrio Eletrénico de Contatos
(FEC). O objetivo é investigar como as TICs podem fortalecer o principio da
eficiéncia na gestdo publica, elevando a qualidade do atendimento ao cidaddo.
A pesquisa adota uma abordagem mista, integrando entrevistas com servidores
da SRT, aplicacdo de questiondrios aos usudrios e andlise documental. O modelo
SERVPERF foi utilizado para avaliar a qualidade dos servicos digitais, e a andlise dos
dados quantitativos foi realizada no soffware R. Como resultados, apontamos que
gs TICs contfribuem para a eficiéncia e agilidade dos servicos, mas a modelagem
atual apresenta fragilidade de seguranca e acessibilidade, requerendo intervencdo
humana continua. A pesquisa sugere a necessidade de aprimorar a modelagem
dos servicos digitais, fortalecer a seguranca das plataformas e promover a inclusdo
digital dos usudrios.

Palavras-chave: Administracdo publica; Tecnologias dainformacdo e comunicacdo;
Governo; Gestdo da Informacdo; Qualidade.

RESUMEN

La apropiacion de las Tecnologias de la Informacion y las Comunicaciones (TIC) enla
gestion publica ha venido fransformando la interaccidn entre gobierno y ciudadania,
permitiendo una mayor eficiencia y accesibilidad. Este estudio examina el uso de
las TIC en una Superintendencia Regional del Trabajo (SRT) en un estado de Brasil,
centfrdndose en la aplicacién CTPS Digital y el Formulario Electréonico de Contacto
(FEC). Nuestro objetivo es investigar cémo las TIC pueden fortalecer el principio de
eficiencia en la gestién puUblica, elevando la calidad del servicio al ciudadano. La
investigacion adopta un enfoque mixto, integrando entrevistas con empleados
de SRT, aplicacién de cuestionarios a los usuarios y andlisis de documentos. Para
evaluar la calidad de los servicios digitales se utilizd el modelo SERVPERF, y el andlisis
de datos cuantitativos se realizd en el software R. Los resultados apuntan que las TIC
contribuyen a la eficiencia y agilidad de los servicios, pero la modelizacion actual
presenta fragilidad de seguridad y accesibilidad, requiriendo una intervencion
humana continua. La investigacion sugiere la necesidad de mejorar la modelacion
de los servicios digitales, fortalecer la seguridad de las plataformas y promover la
inclusién digital de los usuarios.

Palabras clave: Administracion publica; Tecnologias de la informacién vy las
comunicaciones; Gobierno; Gestién de la Informacién; Calidad.



ICT APPROPRIATION IN A REGIONAL SUPERINTENDENCE OF LABOR — ANALYSIS OF EFFICIENCY AND USER SATISFACTION

Adopting information and communication technologies (ICT) has transformed public
administration in several countries, including Brazil, offering tools and platforms that promote
efficiency and fransparency in citizen services. Digital fransformation allows for a more
infegrated and faster relationship between government and citizens, allowing the provision of
services that are accessible, agile, and transparent. In this text, the ferm ‘accessibility’ is used in
its technical sense, referring specifically to removing barriers that prevent people with disabilities
from effectively using digital platforms and services, following the Web Content Accessibility
Guidelines (WCAG) andrelated standards. The Brazilian Digital Governance Policy, established
by Decrees Nos. 8,936/2016 and 10,332/2020 are reflected in the creation of digital citizenship
platforms, such as the Gov.br Portal, which facilitates access to state services in line with the
principles of efficiency, economy, and digital accessibility.

The Regional Superintfendence of Labor (SRT), linked to the Ministry of Labor and Social
Security, is an example of the incorporation of ICTs in Brazilian public administration. SRT adopts
digital tools such as the "Digital Employment and Social Security Card (CTPS)" application,
which replaces paper documents and allows workers to access records of employment
relationships and benefits, such as unemployment insurance and salary bonuses. The Electronic
Contact Form (ECF) complements Digital CTPS, providing a direct channel for communication
with SRT in situations that require support or human intervention. These tools are designed to
optimize resources and improve the quality of service for citizens, enabling access to public
services without frequent travel.

Despite these advances, the digitalization of public services faces challenges regarding
security and digital inclusion (Silva, 2023). Using ICTs in public administration can compromise
accessibility forsome population groups, especially those with low digital proficiency, generating
a new type of inequality in service access (Reinsalu, 2022). Issues related to the security and
protection of personal data are relevant to providing digital services. Platforms must balance
accessibility and security, which requires continuous investment in security protocols and digital
literacy practices to enable the public to use them effectively.

This study is part of the debate on the limits and possibilities of technological mediation of
SRT public services, given the regional and social differences in the universalization of digital
platforms for user services of Brazil's Ministry of Labor and Social Security. The analysis is directed
at the impact of digital CTPS and ECF in reducing waiting times and improving user satisfaction,
besides discussing the implementation of ICTs within the scope of SRT.

The research questions are as follows: How does incorporating ICTs contribute fo the
management of services provided by SRT2 This study analyzes workers' perceptions of
implementing digital tools, user satisfaction, and differences in online and digital service
flows. The focus on the impacts of digital literacy on the digitalization of services allows an
understanding of the application of ICTs in the public sector.

Digitalization represents an extension of the managerialist model applied to the public
sector using tools o modernize the relationship between the state and citizens (Franco, 2024),
aiming to increase transparency and accessibility to services (Lourenco Andrade; Souza, 2020).
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Information sharing between hierarchical levels facilitates decision-making and public policy
implementation (Pan; Zhang, 2022). Efficient management of public organizations is associated
with a culture of transparency and communication that recognizes information as a resource
to be shared among the actors involved in the governance process (Marcolino, 2024).

Theinteractionbetweengovernments, publicinstitutions, andcitizenshasbeenstrengthened
using ICTs, which expands the channels for disseminating information and encourages greater
engagement and social participation (Dias, 2019). Using ICTs in governance tends to increase
the perception of the quality of services (Foweraker, 2021) by promoting citizen protagonism in
accelerating organizational processes (Afiyah, 2024).

The citizen-driven model involves the implementation of participatory processes in decision-
making, promoting greater alignment between public policies and social demands (Trung,
2024). The government adapts services to the opinions and needs of service users based on
practices, such as using open data and multiple communication channels. Open data
encourages collaboratfion between organizations and public management actors, stimulates
innovation, and contributes to developing solutions more responsive to society’s needs (Café et
al., 2022). Part of the model contemplates the diversity of communication channels. It includes
formal spaces for participation, such as councils, forums, and public hearings, which strengthen
dialogue between the government and civil society. Digital platforms that centralize information
at a single access point contribute to cost-effectiveness (Krasnykov et al., 2024) and improve
efficiency in the provision of public services (Parinusa ef al., 2024). In short, the model integrates
fransparency, participation, and innovation as central elements in public governance.

The concept of digital governance in Brazil is reflected in the Gov.br Portal, which
integrates services and information from public agencies. The citizens’ experience in accessing
processes, which previously required travel to a public agency, is optimized by reducing waiting
times. Ultimately, the benefits of providing public services, aimed at an agile and satisfactory
response to citizens’' needs, impact the use of public resources (Bower, 2023).

Digital Governance and SRT

SRT has incorporated ICTs as part of its employee service strategy, emphasizing using the CTPS
Digital application and the ECF. ICTs are part of the digital government context as they reduce the
need for in-person services. CTPS Digital replaced the physical work card, allowing citizens to access
employment records and apply for benefits. The ECF complements CTPS Digital, serving as a channel
between the employee and SRT, especially in cases requiring human intervention. However, SRT fo-
ces challenges in implementing Digital Governance, such as the need for an authentication system
and the adequacy of technological infrastructure to guarantee universal access.

Security in handling and storing personal data is a central issue to be addressed, including
protecting users against threats, such as information intferception, identity theft, and unauthorized
access. (Gulyamov; Raimberdiyev, 2023). The CTPS Digital application, for example, uses the Gov.br
login, but ECEF sfill lacks an equivalent authentication system, which exposes the platform to security
risks and vulnerabilities. It is worth noting that the additional security layer contributes to a better user
experience of the system and interoperability between digital services (Linden et al., 2024).

Another aspect that influences using ICTs in Brazil is the low level of digital literacy among
users and inequalities in access due to the cost of infernet use. While Nguyen et al. (2024)
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analyze these challenges in the context of a different country, the issues identified, such as
limited digital skills and high connectivity costs, are also observed in the Brazilian context, as
discussed in this study. Inequalities in access to ICTs represent a limitation in digital government,
as many citizens face difficulties in using digital platforms because of a lack of technical skills
or adequate infrastructure, such as access to quality Infernet. Without digital inclusion actions,
segments of the population are excluded from accessing digital platforms, demonstrating a
lack of compliance with public service principles (Schiefler; Cristévam; Sousa, 2020).

An alternative way to serve individuals with less digital familiarity or in situations that require
direct interaction is to integrate digital and in-person channels. The inclusion of citizens as
partners in government activities can be operationalized through infrastructure that enables
access fo government electronic services, confributing fo the reduction of the digital divide
(Wiley; Goulding, 2023).

Recognizing user limitations in access or digital knowledge should not hinder the evolution of
the digital fransformation of services. Management can implement facilitating instruments through
technological infrastructure or digital literacy processes, which tend to influence the engagement
and acceptance of services (Sahur; Amiruddin, 2023). The propensity for adoption increases when
users understand the benefits of services and receive adequate support (Abouelfaiz, 2024).

When designed in an integrative manner, the use of multichannel in citizen service enhances
the efficiency of public services and raises levels of safisfaction and fransparency (Ducci; Materassi;
Solito, 2020). Providing multiple access points to public services offers citizens greater convenience
and flexibility, promoting an inclusive experience and expanding accessibility, especially for people
with special needs or living in remote areas. However, for effective implementation, the multichannel
service strategy requires a cenfralized guideline that ensures both the integration of systems and the
continued qudlification of the staff to meet demands in the channels offered adequately.

This study adopts a mixed approach to examine the effectiveness of ICTs in an SRT, focusing
on using the CTPS Digital application and ECF. The methodological choice aimed to ensure
accuracy in data analysis and facilitate the visualization of patterns, allowing the identification
of both potentialities and limitations in SRT's digital service flows.

Semi-structured interviews were conducted with three SRT workers representing different
activity levels to collect qualitative data: national management, regional management, and
user service (TABLE 1).

Table 1. Profile of Interviewees

Interview- e Time in Labor Policies
Education Organizational Section SRT (in
ee (years)
years)
General Coordination
El Master's degree | of Benefit Management 34 15
(National)
E2 Undergraduate | Labor Policies Section 45 25
E3 Undergraduate Administrative Sector 13 13

Source: Authors, field research
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The quantitative study was developed by applying a structured questionnaire based on
the SERVPERF model, allowing the assessment of user satisfaction with the services. The SERVPERF
model was selected due to its focus on measuring service performance, which is defined as the
user’'s perception of the actual quality delivered by the service provider. Unlike the SERVQUAL
model, which assesses the gap between expectations and perceptions, SERVPERF evaluates
only the performance dimension, thus providing a more direct and reliable assessment of
service quality (Fu et al., 2022). SERVPERF has been widely adopted in public service contexts for
its infernal consistency and ability to inform improvement plans and public policies (Michael ef
al., 2023). Its main advantages include areduced number of items, which simplifies application
and minimizes respondent fatigue, while maintaining statistical validity quality (Fu et al., 2022).
It makes it particularly suitable for evaluating the quality of digital services provided by SRT,
where performance and user satisfaction are central concerns.

A pre-test was conducted with ten respondents who did not identify any problems and
validated the construction. Subsequently, the questionnaire was distributed electronically to
414 users of services such as unemployment insurance and Salary bonuses. A dichotomous
scale, ranging from “Totally Disagree” to “Totally Agree,” was used, with the dimensions of
tangibility, reliability, responsiveness, security, and empathy in the digital services provided.
Quantitative data analysis was conducted using the R programming language.

The analysis of the interviews revealed that the strategy for incorporating ICTs into SRT
depends on preparing users and employees to use digital tools effectively. According to ET,
adopting CTPS Digital and ECF applications is necessary to increase service efficiency. He
highlighted the need for ongoing digital literacy actions so that all users can operate the
systems easily and safely, corroborating the vision of helping citizens enjoy public services
independently.

Another point is the need for continuous remodeling of internal processes. SRT constantly
seeks to adapt and integrate new digital tools into service flows to improve the user experience.
However, as E1 noted, the tfransition is not without difficulties. The lack of centralized guidelines
for digitalization in a national network, which includes other SRT units, the National Employment
System (SINE), city halls, and the “Alé Trabalho™ Center, compromises the uniformity of services.
The interviewee said that the appropriation of technological solutions occurs differently
between different regional units, creating variations and causing inconsistencies in the service.

Regarding digital inclusion, the interviewees agreed on the importance of maintaining
in-person services to serve a portion of the population facing difficulties using ICTs. The
comparison between in-person and digital service flows highlights the efficiency gains in digital
services, such as reduced response time and the need for human interaction, particularly in
services such as unemployment insurance and salary bonuses. In-person service waiting times
are longer than digital services, which speeds up service flow and reduces dependence on
human intervention. ECF is used to resolve specific issues that digital systems do not cover,
thereby demonstrating the limitations of the current modeling of SRT digital services.

Security has emerged as one of the central aspects of ICT implementation. Interviewees
expressed concerns about credential fraud and misuse of user data. Participant E3 reported
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incidents involving password leaks, emphasizing the need to improve the security of citizens’
data on SRT digital platforms. This recommendation is supported by El, who suggests
strengthening authentication measures, balancing protection and usability, and investing in
advanced security fechnologies.

Another aspect mentioned by the parficipants was the lack of integration between the
SRT service channels, which can harm the user experience. Interviewee E1 highlighted the
need to consolidate and coordinate digital and in-person channels to avoid duplication of
efforts and improve communication between different contact points. He argued that the lack
of integration creates barriers for users to find quick and effective solutions to their demands,
impacting the perception of digital services’ quality. In E3's view, SRT should expand social
networks and other means to inform citizens about available services and the features offered
by applications, promoting greater adoption of digital services.

A survey of users of SRT services revealed that the level of education is directly related
fo the ability to deal with digital technologies, influencing the use and evaluation of public
services offered by online platforms. Participants with a higher education (H.E.) degree (28.4%)
showed greater familiarity with the use of technologies and a greater ability to search for
processes and use information effectively (Figure 1).

Figure 1. Education level of users of SRT services

0,30% nog

3,60%

7,.20%
28,40%

12,50% | VPV 43%

= No education * Primary Incomplete = Primary Complete = HS Incomplete
» HS Complete » HE Incomplete =« HE Complete

Source: The authors, field research
The guantitative analysis, based on the results of the SERVPERF questionnaire, indicates

a positive perception regarding the quality of digital services offered by SRT, especially in
tangibility and security (FIGURE 2).
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Figure 2. Opinion of Digital CTPS Users
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The tangibility dimension suggests that users consider SRT digital platforms modern
and easy to use. However, there is variation across education levels; users with greater
familiarity with technology demonstrate greater dissafisfaction with reliability and
responsiveness, which points fo the need for process adjustments to meet different
expectations.

Regarding the type of service, the number of requests via ECF during the period studied
was higher than the number of requests via the Gov.br Portal (FIGURE 3). Considering only
the non-face-to-face means of user interaction, the number of users who use the CTPS
Digital application and the Portal, compared with the requests via ECF, approximately
26.6% of the services require intervention or personalized guidance to the user.
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Figure 3. Service Modality—Year 2022
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The results reveal that the modeling of the digital public service offered by SRT needs to
be improved because it does not allow the entire digital journey of the user to occur within
the platforms created for granting the benefit, requiring the intervention of attendants for the
granting of the benefits to be effective. It is important to remember that delays in providing
unemployment Insurance services can result in workers not receiving the benefit for weeks or
even months, thus compromising financial vulnerability.

The security data, with a level of agreement of approximately 86%, indicates that users
frust the system, mainly because of the use of single sign-on in Digital CTPS, which confributes
to the perception of protection in accessing services. The analysis of the results confirms that
incorporating ICTs through platforms such as Digital CTPS and ECF confributes to the efficiency
of SRT services. However, continuous improvementsin areas such as security and digitalinclusion
are essential to ensure a satisfactory and accessible user experience for all citizens, especially
for those who face technological barriers.

Conclusions

This research investigated the incorporation of ICTs in SRT, focusing on CTPS Digital
and ECF applications. The objective was fo evaluate how digitalization contributes
to strengthening the principle of efficiency in public management and to identify the
challenges associated with digital inclusion, security, and modeling of digital services. The
methodology included the application of questionnaires, interviews, and documentary
analysis, allowing the triangulation of qualitative and quanftitative data to capture the
perceptions of users and employees.
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The results indicate that the adoption of ICTs has brought improvements in reducing
bureaucracy, response fime, and accessibility, especially in services such as unemployment
insurance and salary bonuses. Tangibility and security are the best-rated dimensions,
highlighting the positive impact of automation on public services. However, responsiveness
showed lower rates, suggesting that employee training is essential to meet demands quickly.
In addition, limitations were identified in digital modeling, which still requires human assistance
in specific steps, and gaps related to the inclusion of users who are less familiar with the use of
tfechnologies. The infegration of channels and strengthening platform security require attention,
particularly in ECFs.

The findings of this study indicate that the adoption of ICTs by SRT has contributed to
increased efficiency and reduced waiting times in service delivery. However, persistent
challengesrelatedto digitalliteracy, security, andintegration of service channels were identified.
These results justify the need for future research to focus on the effectiveness of digital inclusion
initiatives and training programs aimed at expanding the use of digital platforms among less
digitally proficient users. Further investigation is also warranted on strategies to integrate digital
and in-person service channels to overcome access barriers and ensure equitable service
provision. These research directions are directly informed by the limitations and gaps identified
in the present study.

ABOUELFAIZ, Hind. Determining factors of adoption, acceptance, and usage of public e-services by
citizen-users: a case of developing countries - proposal of a conceptual model. International Journal
of Humanities and Social Science, [s. I.], v. 2, n. 1, 2024. Disponivel em: https://ijhss.eventsgate.org/ijnss/

article/view/116. Acesso em: 17 nov. 2024.

AFIYAH, Salamatul. The Impact of E-Government Services, Citizen Participation, and Transparency on
Public Trust in Government. Global International Journal of Innovative Research, [s. I.], v. 2, n. 6, p. 1246~
1261, 2024. Disponivel em: https://doi.org/10.59613/global.v2i6.200. Acesso em: 17 nov. 2024.

BOWER, Linda. Brazil as a leader in digital transformation. In: ICEGOV 2023: 16th INTERNATIONAL
CONFERENCE ON THEORY AND PRACTICE OF ELECTRONIC GOVERNANCE, 2023, Belo Horizonte, Brazil.
Proceedings of the 16th International Conference on Theory and Practice of Electronic Governance. Belo
Horizonte, Brazil: ACM, 2023. p. 80-85. Disponivel em: https://dl.acm.org/doi/10.1145/3614321.3614332.

Acesso em: 15 nov. 2024.

CAFE, Luisa Chaves ef al. Andlise de dominio de politicas institucionais de acesso aberto no Brasil. RDBCI
Revista Digital de Biblioteconomia e Ciéncia da Informacdo, [s. I.], v. 20, p. €022020, 2022. Disponivel em:
https://doi.org/10.20396/rdbci.v20i00.8670092. Acesso em: 17 nov. 2024.

DIAS, Thiago Ferreira. Inovagdo e Tecnologias da Comunicagdo e Informagao na Administragdo Publica.
[S. .]: Enap, 2019.

DUCCI, G., MATERASSI, L., SOLITO, L. Re-Connecting Scholars’ Voices: an historical Review of Public
Communication in Italy and New Challenges in the Open Government Framework. Parfecipazione e
Conflitto, North America, 13, jul. 2020. Disponivel em: http://siba-ese.unisalento.it/index.php/paco/
article/view/22502/18933. Acesso: 17 Nov. 2024.

C&S - Sao Bernardo do Campo, v. 47 ¢ jan.-dez. 2025 ‘I 0



ICT APPROPRIATION IN A REGIONAL SUPERINTENDENCE OF LABOR — ANALYSIS OF EFFICIENCY AND USER SATISFACTION

FOWERAKER, Joe. Oligarchic Rule and the Patfrimonial State. In: FOWERAKER, Joe. Oligarchy in the
Americas. Cham: Springer International Publishing, 2021. p. 15-31. Disponivel em: http://link.springer.
com/10.1007/978-3-030-63146-8_2. Acesso em: 14 nov. 2024.

FRANCO, Fernanda Sathler Rocha. Brazilian Federal Public Administration, open data, technologies and
the right to Information: the main strategies for the creation of broader public values. Brazilian Journal of
Law, Technology and Innovation, [s. I.], v. 2, n. 1, p. 140-192, 2024. Disponivel em: https://bjlti.com/revista/
article/download/28/28. Acesso em: 15 nov. 2024.

FU, Wang You et al. Modeling consumers’ perceptions of service quality: A friangulation approach using
phenomenological and structured equation analysis. International journal of health sciences, [s. I.], p.
10776-10793, 2022. Disponivel em: https://sciencescholar.us/journal/index.php/ijhs/article/view/10883.

Acesso em: 15 nov. 2024.

MICHAEL, Pappas et al. Empirical Investigation info ICT Services Evaluation Within a Public Instfitution.
International Journal of Managing Public Sector Information and Communication Technologies, [s. I.],
v. 14, n. 1/2/3, p. 01-24, 2023. Disponivel em: https://aircconline.com/ijmpict/V14N3/14323ijmpict01.pdf.
Acesso em: 15 nov. 2024.

GULYAMOV, Said; RAIMBERDIYEV, Sherzod. Personal Data Protection as a Tool to Fight Cyber Corruption.
International Journal of Law and Policy, [s. I.], v. 1, n. 7, 2023. Disponivel em: https://irshadjournals.com/
index.php/ijlp/article/view/119. Acesso em: 16 nov. 2024.

KRASNYKOV, Yevgen et al. Impact of digital public services on governance efficiency. Telos: Revista de
Estudios Interdisciplinarios en Ciencias Sociales, [s. I.]. v. 26, n. 1, p. 35-51, 2024. Disponivel em: https://doi.
org/10.36390/telos261.04. Acesso em: 15 nov. 2024.

LINDEN, Niels Van Der et al. eGovernment benchmark 2024: advancing pillars in digital public
service delivery: insight report. LU: Publications Office, 2024. Disponivel em: https://data.europa.eu/
doi/10.2759/0684. Acesso em: 17 nov. 2024.

LOURENCO ANDRADE, Carlos Williamy; CAVALCANTE DE SOUZA, Ricardo André. Transformacgdo Digitall
no Governo: um Levantamento das Préticas e Métodos Centrados no Envolvimento dos Cidaddos. In:
CONGRESSO INTERNACIONAL DE CONHECIMENTO E INOVACAO (CIKI), 2020. Anais [...]. [S. I.: s. n.], 2020.
Disponivel em: https://proceeding.ciki.ufsc.br/index.php/ciki/article/view/863. Acesso em: 15 nov. 2024.

MARCOLINO, Laysa Stephanie da Silva. Administracdo publica contempordnea: desafios e perspectivas
para uma gestdo eficiente. Brazilian Journal of Business, [s. I.], v. 6, n. 3, p. €72687, 2024. Disponivel em:
https://0.34140/bjovén3-028. Acesso em: 17 nov. 2024.

NGUYEN, Thu Thuy et al. Digital literacy, online security behaviors and E-payment intention. Journal of
Open Innovation: Technology, Market, and Complexity, [s. I.], v. 10, n. 2, p. 100292, 2024. Disponivel em:
https://doi.org/10.1016/].joitmc.2024.100292. Acesso em: 17 nov. 2024.

PAN, Ziyi; ZHANG, Ke. Analysis of Policy Change in the Implementation Process. Scientific and Social
Research, [s. I.], v. 4, n. 6, p. 13-17, 2022. Disponivel em: http://ojs.obwpublisher.com/index.php/ssr/
artficle/download/3986/3584. Acesso em: 14 nov. 2024.

PARINUSA, Fabhio ef al. The Effectiveness of Digital Government Services, Public Participation Mechanisms,

C&S - $&0 Bernardo do Campo, v. 47 « jan.-dez. 2025 ‘I ‘I



RICARDO COUTINHO MELLO; FABIO CAMPOS AGUIAR; ANTONIO SERGIO ARAUJO FERNANDES;
RODRIGO LADEIRA; JADSON MAISK DE PAIVA

and Policy Innovation in Public Administration. The Journal of Academic Science, [s. ], v. 1, n. 3, p. 146—
151, 2024. Disponivel em: http://thejoas.com/index.php/thejoas/article/download/25/131. Acesso em:
14 nov. 2024.

REINSALU, Kristina. Shedding Light on the Digital Vulnerability: Challenges and Solutions. In: 13TH
INTERNATIONAL CONFERENCE ON APPLIED HUMAN FACTORS AND ERGONOMICS (AHFE 2022), 2022. Anais
[...]. [S. I.: 5. n.], 2022. Disponivel em: https://openaccess.cms-conferences.org/publications/book/978-1-
958651-38-4/article/978-1-958651-38-4_43. Acesso em: 13 nov. 2024.

SAHUR, Askariani; AMIRUDDIN, Amiruddin. Analysis of the Success of Implementing Digital Service Delivery
inthe Indonesian Public Sector: a Case Study on the Use of Online Public Service Applications. International
Journal Papier Public Review, [s. I.], v. 4, n. 3, p. 1-9, 2023. Disponivel em: https://doi.org/10.47667 /ijppr.
v4i3.242. Acesso em: 14 nov. 2024.

SCHIEFLER, Eduardo André Carvalho; CRISTOVAM, José Sérgio da Silva; SOUSA, Thanderson Pereira de.
Administracdo Publica digital e a problemdtica da desigualdade no acesso & tecnologia: Digital Public
Administration and the problem of inequality in access to technology. International Journal of Digital Law,
[s. L], v. 1, n. 2, p. 97-116, 2020. Disponivel em: https://doi.org/10.47975/digital.law.vol.1.n.2. Acesso em:
15 nov. 2024

SILVA, Jodo Marco et al. A worldwide overview on the information security posture of online public

services. [S. I.]: arXiv, 2023. Disponivel em: https://arxiv.org/abs/2310.01200. Acesso em: 13 nov. 2024.

TRUNG, Phan Nhan. Providing public services in the context of digital transformation from the theory of the
citizen-centered local governance model. International Journal of Multidisciplinary Research and Growth
Evaluation, [s. I.], v. 5, n. 3, p. 19-26, 2024. Disponivel em: https://doi.org/10.54660/.1JMRGE.2024.5.3.19-26.

Acesso em: 15 nov. 2024.

WILEY, Kaitlin; GOULDING, Anne. The Conceptualization of Digital Inclusion in Government Policy: A
Qualitative Content Analysis. In: SSERWANGA, Isaac et al. (org.). Infformation for a Better World: Normality,
Virtuality, Physicality, Inclusivity. Cham: Springer Nature Switzerland, 2023. (Lecture Notes in Computer
Science). v. 13972, p. 527-543. Disponivel em: https://link.springer.com/10.1007/978-3-031-28032-0_40.

Acesso em: 17 nov. 2024.

C&S - Sao Bernardo do Campo, v. 47 ¢ jan.-dez. 2025 ‘I 2



