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same number of viewers. The web, in just ten ye-
ars, reached 600 million users (KESTENBAUM, 
2008). In May 2015, the International Telecommu-
nications Union (ITU) announced that the internet 
had reached the milestone of 3.2 billion connected 
users. It has become clear that the growth of the 
internet is a reflex of a unique social and economic 
phenomenon that needs to be studied in its most 
diverse dimensions.

At the same time, one should not forget that 
such fast and sudden movement brought on the 
emergence of a new excluded social class: the digi-
tal one. This class corresponds to millions of people 
who have never used the internet or even a com-
puter, and thus, stay away from new job opportu-
nities, new cultural content, as well as new forms 
of exercising their own citizenship. In Brazil, ac-
cording to research carried out by the Brazilian In-
ternet Steering Committee (CGI.br) in 2014, about 
50% of the population do not have access to the 
internet. According to ITU this figure totals billion 
people worldwide.

Given this reality, it is natural that the na-
tional states develop new public policies that can 
directly contribute to the economic, cultural and 
social development of the population, in particular 
by encouraging the use of Information Communi-
cations Technologies (ICTs) and by seeking digital 
inclusion of people.

ABSTRACT

This paper presents a tool for evaluation of 
government actions and programs for digital in-
clusion, in order to enable independent verifica-
tion of the quality of their design. It also seeks to 
demonstrate whether such State action tools were 
built with objective criteria and well-established 
foundations. Furthermore, it produces a document 
that may be used broadly by any entity interested 
in evaluating a digital inclusion program. Thus, by 
applying this model to various digital inclusion 
actions over time, it will be possible to establish a 
comparison of the actions and programs developed. 
This will contribute directly to the identification 
of good practices and to decision-making processes 
concerning the definition of a more effective stra-
tegy to achieve the objectives of digital inclusion 
public policies. 

Keywords: Digital Inclusion. Public Policy 
Design. Public Policies Evaluation. Infrastructure. 
Digital Content.  Digital Literacy. Management. 
Sustainable Development Goals. Sustainability. 

1. INTRODUCTION

It took 30 years for radio to reach 30 million 
listeners. Television took 15 years to attract the 
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At government level, a model for monito-
ring the results achieved and for constant reeva-
luation of the actions taken should be set up. In 
addition, institutions external to government, 
such as the Supreme Audit Institutions, may play 
an important role in the oversight of the regula-
rity and effectiveness of governmental progra-
ms, assuring accountability to society regarding 
the application of the resources allocated to the 
expansion of digital inclusion, as well as the for-
mulation of its strategy. 

Noteworthy is the importance given to this 
issue by the United Nations (UN) itself, which 
during a meeting held on December 16, 2015, sta-
ted that the member countries were committed 
to the use of ICT as an essential  tool to achieve 
the targets of the Sustainable Development Go-
als (SDGs). The UN believes that the digital in-
clusion public policies are the foundation of the 
objectives of the 2030 Agenda for Sustainable 
Development, and therefore, should be treated 
as a priority by national governments. As a re-
sult, it inserted in goal nine – Innovation and In-
frastructure – the third sub item: “Significantly 
increase access to information and communica-
tions technology and strive to provide universal 
and affordable access to the Internet in least de-
veloped countries by 2020” (UNITED NATIONS 
ORGANIZATION, 2012).

Therefore, the aim of this paper is to pre-
sent a tool capable of evaluating the effectiveness 
of the digital inclusion actions – whether they 
were built with objective criteria and well-es-
tablished foundations – and that can be broadly 
used by any independent oversight entity inte-
rested in carrying out an evaluation of the policy 
or program for digital inclusion.  

2. METHODOLOGY USED TO DEVELOP 
THE EVALUATION TOOL

To develop the present study, we used as 
guiding elements the provisions related to the 
performance auditing techniques, applied within 
the scope of the Federal Court of Accounts (TCU, 
2010). Specially those based mainly on the inter-
national standards of the International Organi-
zation of Supreme Audit Institutions (INTOSAI) 
and on the Basic Governance Reference Guide for 
the Evaluation of Public Policies (TCU, 2014), a 
tool employed by TCU to evaluate government 
public policies. 

We also used the Report of Digital Inclu-
sion Policies Survey designed by TCU (2015). 
This report defines, from the perspective of a Su-
preme Audit Institution in charge of overseeing 
the regularity and effectiveness of public policies 
implementation, the basic strategies for the deve-
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lopment of the government actions and programs 
for digital inclusion. One should highlight that, 
in order to define the mentioned basic premises, 
this survey used as an anchor the Digital Inclu-
sion Strategy developed by the UK government 
(UNITED KINGDOM, 2014). The proposed eva-
luation model sought to be broad, taking into 
account the necessary strategies to establish a 
digital inclusion policy, including the aspects re-
lated to public policy, infrastructure, digital lite-
racy and content management. This model was 
developed in independent modules to allow for 
adjustments when one or more aspects are not 
addressed in the concrete case.

As for the hypothesis, it was has been es-
tablished that the effectiveness of any action 
and public policy necessarily depends on good 
planning. In this context, the formulation phase 
should follow at least some essential require-
ments to ensure effectiveness or, at best, effi-
ciency of the defined actions. According to Stoner 
(in TYSZLER; BARBERO, 2003), without plan-
ning, managers cannot efficiently organize pe-
ople, control results or even run, in general, an 
institution. In the same way, Chiavenato states 
that

Planning is the first administrative function because 

i t  i s  the bas is  for  the other  funct ions.  […] pre -

determines what goals should be achieved and what 

to do to reach them. […] it starts by determining 

the goals  and speci f ies  the necessar y  p lans  to 

achieve them as best as possible.  (CHIAVENATO, 

2000. p.126). 

Therefore, the success of an action intrinsi-
cally depends on good design and planning. Thus, 
the evaluation tool included as object of analysis 
the minimum necessary requirements for good 
planning, since the hypothesis establishes that 
without adequate design, the actions and pro-
grams for digital inclusion will not be effective.

3. STRATEGIES FOR DIGITAL INCLUSION

The actions to reduce the digital divide only 
prove effective when the technological means, 
usability resources, support tools, institutional 
and social support, as well as the skills and qua-
lifications are provided to the digitally excluded, 

so that they can overcome all kinds of barriers 
and, then, tread their path towards the partici-
patory center of the information society (ÁVILA; 
HOLANDA, 2006) 

In the same vein, within a broader view of 
digital inclusion, Bonilla (2001) states that “in-
clusion […] means that those included are able 
to participate, question, produce, decide, trans-
form, and are part of the social dynamics in all 
instances”.

Based on this more comprehensive fra-
mework, digital exclusion should be regarded as 
a relative condition, which changes over time, is 
affected by several factors and, therefore, does not 
refer to the dichotomous notion of being excluded 
or not. Rather it refers to a notion of gradation 
resulting from a series of barriers to equitable ac-
cess: infrastructure deficiencies; educational ne-
eds; low income; inadequate content; behavior 
barriers; in addition to physical, sensory and mo-
tor disabilities.

As a result, given the relevance of the ICTs 
in economy and in everyday life, it is a duty of 
the modern State, which seeks economic and so-
cial progress and the reduction of inequalities, to 
guarantee access to them.

For that reason, based on the sources pre-
viously mentioned, mainly the Digital  Inclu-
sion Strategy developed by the UK government, 
one could presume that the public policy for di-
gital inclusion should be based on three basic 
strategies: 
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1. Promotion of literacy of individuals for the 
use of the ICTs;

2. Infrastructure to guarantee accessibility; and

3. Adequate content according to users’ needs;

In addition, the managers in charge of public 
policies should be concerned about the four main 
challenges faced by the digitally excluded citizen:

1. Access  – refers to the ability to be actually 
online and to connect to the internet. Access 
relates to several factors, such as price poli-
cies, overall population household income 
and infrastructure limitations.

2. Skills  – related to the aspects of the indi-
viduals’ training and competence, but that 
goes beyond the simple specific competen-
ce to use the ICTs. It includes issues such 
as the population educational level, which 
affects their ability to use information and 
communication technologies.

3. Motivation  – related to the dimensions of 
literacy and content. This challenge refers 
to the individual’s motivation to use ICTs, 
in other words, the person being aware of 
the benefits and potentiality of such new te-
chnologies for their personal development.

4. Trust  – obstacle that refers to the aspects 
of information security – for example, fear 
of having personal data and information vio-
lated – including even psychological issues 
– such as fear of making mistakes, of not 
knowing how to begin or of their individu-
al inabilities. 

Below there is a graphic representation of 
the basic structure for the success of the digital 
inclusion public policy.

Figure  1: 
Strategies for a digital 
inclusion public policy

Source: Designed by the authors of the article

In addition to the three strategies previou-
sly mentioned, one should not forget the aspects 
related to the management of actions and pro-
grams aimed at the digital inclusion of people. 
In this regard, it  is  important to consider the 
PDCA cycle (DAYCHOUM, 2016), an essential 
management tool, which focuses on promoting 
the continuous improvement of the work pro-
cesses by means of a four-step model: plan, do, 
check and act. 

The aim is to highlight management as the 
“mastermind” of public policy. A management 
system that is unable to establish a certain level 
of monitoring and coordination of the necessary 
strategies for development of the digital inclu-
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demand study, as well as of the existing supply 
study of internet services. In this respect, it is ne-
cessary to evaluate the suitability of the technolo-
gy to meet supply and demand needs. Any digital 
inclusion action should first take into account the 
demand study, which will be the indicator of all 
the dimensions related to the success of the digital 
inclusion actions and programs. In summary, the 
items that are a part of the evaluation tool related 
to the “infrastructure” dimension are:

1. Technology: identify the selected techno-
logy to install the infrastructure.

2. Motivation: verify whether the choice of 
technology comprised technical and econo-
mic parameters.

3. Difficulties: verify whether a study of tech-
nical feasibility was developed taking into 
account the difficulties for the installation of 
technology, that is, whether a risk manage-
ment plan was designed for the installation.

4. Owner/ Third parties: evaluate the con-
cerns of the actions and programs with cost 
sharing and development of partnerships.

5. Scale of operations and traffic rate: eva-
luate whether the infrastructure supports 
the goal set by the actions and programs for 
digital inclusion.

Figure 2: 
Basic premises for 
the evaluation tool

 Source: Designed by the authors of the article

Figure 3: 
Evaluation level of the 
developed model

The four basic evaluation dimensions are developed below:

sion policy will not achieve the desired goals. 
Below we see a diagram representing the basic 
premises to be followed when developing the 
evaluation tools.

4. EVALUATION TOOL

In light of the premises and strategies pre-
sented, the conclusion is that a good evaluation 
tool - which should be able to determine whether 
the evaluated policy is in line with the above-
mentioned arguments - must contain four basic 
dimensions. 1) infrastructure that ensures access 
availability; 2) promotion of literacy of individu-
als to use ICTs; 3) adequate content according to 
users’ needs; and 4) management.

It is worth stressing that the model develo-
ped should include the strategic and marginally 
tactical levels of the actions and programs, not 
covering the operational level, given that the spe-
cificity would not allow for comparison among the 
various actions and programs.

The four basic evaluation dimensions are 
developed below:

4.1 INFRASTRUCTURE

The first dimension to be evaluated relates 
to the infrastructure necessary to ensure access 
of the individual to the digital world. This aspect 
should be evaluated from a detailed analysis of the 
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6. Technical responsibility for installation 
and maintenance: evaluate the concerns 
with cost division, development of partner-
ships and economic sustainability of actions 
and programs.

7. Cost: evaluate whether the target popula-
tion can absorb the estimated costs of the 
digital inclusion actions and programs.

8. Access Policy: in case the service provided 
is not affordable by the target population, 
check the existence of possible strategies to 
overcome difficulty of access.

9. Devices: identify the devices employed and 
evaluate the alignment between devices, 
content, training and purchasing power of 
the target audience.

10. Communications Service Providers : 
e v a l u a t e  t h e  p o s s i b i l i t y  o f  p o s s i b l e 
partnerships.

Infrastructure is the essential dimension to 
effectively ensure implementation of digital inclu-
sion public policies.

4.2 LITERACY

The second dimension to be evaluated, de-
fined as “literacy of the individual”, seeks to un-
derstand how the actions and programs of digital 
inclusion tackle the issues related to whether the 
user’s capability is within the available technolo-
gical resources.

Acknowledging the individual’s level of trai-
ning and education to use technology is basic to 
define the most adequate strategy for digital in-
clusion. It is useless to invest on infrastructure if 
the user does not have the minimum capacity re-
quired to use the provided technology. The items 
that comprise the evaluation tool related to the 
“literacy” dimension are:

1. Training: check whether the actions and pro-
grams work directly on the target audience 
training. It is necessary to identify whether 
the action for digital inclusion estimates, in 
some way, the “literacy” dimension. 

2. Partnership: check the existence of par-
tnerships regarding the target audience 
training. 

3. Strategy : identify what strategy actions 
employed in the literacy of the target au-
dience are. For example, Community Call 
centers, educational seminars etc. 

4. Capability: evaluate the capability to provi-
de service in line with the strategy defined 
by the actions and programs for digital 
inclusion.

5. Evaluation: identify whether the actions 
and programs evaluate the selected trai-
ning strategy and whether the cycle PDCA 
is comprehensive for the literacy dimension. 

4.3 CONTENT

The third dimension to be considered in 
the evaluation is content that is appropriate for 
users’ needs. This dimension should be addressed 
according to two perspectives: the first, related 
to the demand study and its needs; the second, 
related to the development of solutions that meet 
the needs of such demand. The items that consti-
tute the evaluation tool related to the “content” 
dimension are:
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1. Content: check whether the actions and 
programs  d i rec t ly  a f fec t  the  deve lop-
ment of the solutions that will reach the 
target audience. It is necessary to identi-
fy whether the digital  inclusion actions 
ant ic ipate ,  in  any way,  the  d imens ion 
“content”. 

2. Partnership :  check for partnerships in 
the  deve lopment  of  so lut ions  that  can 
serve the target  audience of  the digita l 
inclusion action.

3. So lu t ion :  i d e n t i f y  t h e  t h e m a t i c  a r e -
as  o f  the  deve loped  content  and  what 
dev i ces  were  used .  Eva lua te  the  r e l a -
t ionship between the devices  used and 
the  content  deve loped ,  a s  we l l  a s  the 
re la t ionship  between the  so lut ion  de-
veloped and the needs identif ied by the 
demand study. 

4. Evaluation :  check whether the actions 
and programs evaluate the development 
a n d  i m p a c t  o f  t h e  c o n t e n t s  a v a i l a b l e 
on the target audience and whether the 
PDCA cycle is comprehensive for the di-
mension “content”.

4.4 MANAGEMENT

As for management, the last dimension to 
be assessed, the evaluation tool seeks to identify 
whether the formulation of actions and progra-
ms of digital inclusion are in line with the basic 
aspects of government policies, for example: go-
als, demand, coordination, financial resources, 
economic sustainability and evaluation.

These aspects are fundamental to ensure 
that the planning of actions and programs for di-
gital inclusion is effectively and broadly accom-
plished, creating a favorable environment for the 
achievement of the expected results. The “mana-
gement” dimension, regarding formulation, will 
be evaluated according to the following items: 

1. Goals: evaluate whether the goals of the 
actions and programs were defined in a cle-
ar, objective, and participative manner.

2. Coordination: identify the form of action 
(individualized or in partnership), as well 
as evaluate whether the responsibilities 
have properly been delegated.

3. Financial resources: check whether the 
resources needed to develop the work have 
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been provided and made available to carry 
out the actions and programs.

4. Economic sustainability: identify whe-
ther the digital  inclusion programs and 
ac t ions  have  deve loped  the  economic 
sustainabi l i ty study for each estimated 
dimension.

5. Demand :  identify whether the demand 
study for the actions and programs plan-
ning for digital inclusion has been carried 
out.

6. Evaluation: identify the portfolio of indi-
cators and the evaluation system of actions 
and programs for digital inclusion, as well 
as the quality of the indicators used.

5. CONCLUSION

The aim of  creat ing an evaluat ion tool 
for the formulation of actions,  programs and 
policies for digital inclusion is to seek to cor-
rect the course of such actions before their full 
development occurs, as well  as to help in the 
choice of the most appropriate action for digi-
tal inclusion. 

The evaluation of actions, programs, and 
public  policies for digital  inclusion must ne-
cessarily consider the four dimensions shown. 
Formulating an action, program or public policy 
for digital inclusion without considering such 
actions means inefficiency in the planning and 
formulating process, and, hence, a waste of in-
vested resources, especially the ones related to 
infrastructure.

Therefore, it is expected that the digital 
inc lusion act ions,  i f  carr ied out  broadly and 
cons ider ing  the  four  d imensions  presented, 
may constitute a decisive factor for the social 
and economic development of society, defini-
tely contributing for the implementation and 
success of the SDGs listed by the UN.
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