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Outcomes Contextual (red tape) costs reduction for citizens companies Improvement of the efficiency of public administration services 

Intermediate 
Results 

Improvement of public services 
users satisfaction 

Improvement of public 
administration productivity and 

responsiveness 

Improvement of the organisational 
and operational performance of 
public administration’s bodies  

Improvement of the professional 
performance of public 

administration’s human resources 

Mechanisms are 
adopted to enhance 

the transfer of 
acquired skills to the 

work context 

There are effective 
practices of 

valorization and 
recognition of 
professional 
performance 

Initial Results Facilitated access to and/or better 
conditions of use of public services 

The users adhere 
to the created/

intervened channels 

The created/
intervened 

channels have a 
high operational 

performance 

Optimized and integrated public 
administration processes and 

services 

Rationalization, focus and/or 
streamlining of public 

administration activities 

Professional skills acquisition/ 
reinforcement by public 

administration human resources 

The adopted 
planning practices 
promote a result-
oriented culture 

Reinforcement of 
the practices for 
monitoring and 

evaluating 
organizational and 

operational 
performance 

Rationality gains  
are obtained by 

using the mobilized 
productive 
resources 

More robust and 
ensuing practices 
are adopted in the 
management/ use 

of information 

Available channels 
reflect the users 

access/ interaction 
preferences with the 

public 
administration 

The offer of public 
services of an 

integrated/ 
transversal nature 

(end-to-end 
services) is 

strengthened 

Tasks/ processes 
with a strong impact 

on operation are 
dematerialized/ 

automated 

Interoperability 
between 

technological 
platforms of 

different public 
bodies is achieved 

New organizational 
formats/ models 
and/or activity 
structuring are 

adopted 

New management 
approaches, 

methods and/or 
tools are adopted 

Training effort 
focuses on areas 
where there are 
greater deficits/ 

skills needs 

Trainees have a 
positive assessment 

of the training 
attended 

Creation/qualification of service 
channels and provision of public 

services 

Adoption/use of digital 
technologies to support public 

administration’s operation 

Institutional capacity building and 
organizational change initiatives in 

public administrations 
Training of human resources in  

public administrations  Outputs 

Adoption of new models and 
solutions for the distribution of 

public services 

Technological equipment for the 
digital transformation of the 

public administration 

Organisational development and 
simplification of operations of 

the public administration 
Qualification of the public 

administration’s human capital 

Implementation model 

Project selection Project monitoring Raising qualified demand Regulatory framework and 
technical guidelines 

Structuring and governance 

Direct management (Managing Authorities) 
Delegated management (Intermediate Bodies) Architecture and management of the Operational Programmes Global coordination and 

management of QREN and PT2020 

Activities 

Budget allocation 

ERDF ESF 

 Institutional capital 

Central government 
bodies 

Local government 
bodies 

Regional 
government bodies Resources 

Vertical and segmented 
organisational model with low culture 

of collaboration between services 

Operation based on rigid, time-
consuming and bureaucratic 

procedural logics 
Poor orientation towards users' needs, 

preferences and expectations 
Aged and underqualified  human 

resources structure Starting Point 

Political biases regarding 
the role of the State and 
the public administration 

Performance of the 
national economy and 

public finance 

Human resources 
management models and 

practices in public 
administration 

Digital literacy and ICT 
use by citizens and 

companies 

External factors 

Figure 1. Programme Theory

authorities and the consultation of a panel of 
experts. A final workshop took place to achieve 
a shared understanding and overall 
agreement on the depiction of the intervention 
objectives and how it went about to address 
them, making explicit the intervention results 
chain and its main assumptions (Cf. Figure 1)

‣ �Four main results chains were developed and 
embedded in the programme theory, relating 
to the following groups of interventions: A. 
New or improved channels for accessing public 
services, B. Digital transformation in public 
administration; C. Organizational development; 
and D. Training and qualification of human 
resources

‣ �The underlying assumptions of each of those 
result chains were also made explicit and will 
be subjected to testing, in order to explain if 
and how results came about

‣ �The main external factors influencing the 
expected outcomes of the intervention were 
also identified and their effective role will be 
assessed.

CONCLUSIONS
‣ �The evaluation then sets out to test the 

programme theory, trying to assess whether 
and how:

‣ �Public services channels made available by 
the intervention operate at the desired level 
and are well adjusted to the public’s needs, 
reinforcing accessibility and ease of use

‣ �ICT upgrades, digital transformation and the 
introduction of higher levels of interopera­
bility and communication between different 
services within public administration services 
effectively increase the responsiveness and 
efficiency level of public administrations

‣ �New organizational models and management 
tools improve organizational and operational 
performance, by shifting to a results based 
management were planning, monitoring and 
evaluation are effectively in place

‣ �Training effectively improves skills and 
competencies of the public administrations 
human resources, thus improving their 
professional performance. This assumes high 
relevance of the training offered to staff and 
management, effective training transfer to 
the workspace and adequate levels of 
motivation and recognition

‣ �This combination of interventions improve the 
overall efficiency of public administration and 
have a positive effect on the reduction of 
public contextual costs incurred by citizens 
and companies

‣ �External factors such as digital literacy, 
government budget constraints and different 
political stances in relation to the role of the 
State and of the Public Administration play a 
role on the expected outcomes of the 
supported interventions.

FUND COVERED
‣ �ERDF, �ESF

PROGRAMMING PERIODS
‣ �2007-2013, 2014-2020

PROGRAMMES COVERED
‣ �Competitiveness and Internationalization 

Operational Programme
‣ �Human Capital Operational Programme
‣ �All 7 Regional Operational Programmes – 

Norte OP, Centro OP, Lisboa OP, Alentejo OP, 
Algarve OP, Madeira OP and Azores OP 

THEMATIC OBJECTIVES
‣ �TO2. Information and communication 

technologies
‣ �TO11. Efficient public administration 

TYPE OF EVALUATION 
‣ �Impact

YEAR OF COMPLETION 
‣ �Not yet finished

MAIN OBJECTIVES
The evaluation aims to assess the contribution 
of the previous and current programming 
periods to the modernization and institutional 
capacity of the public administration, 
answering evaluation questions pertaining the 
relevance, operative efficiency, effectiveness 
and impact of ESIF interventions.

METHODOLOGY USED 
Theory based design, following a programme 
theory approach.

DATA SOURCES
Quantitative and qualitative data gathered 
from managing authorities’ information 
systems and national statistics office, surveys 
(beneficiaries and final users), interviews and 
case studies.

MAIN FINDINGS
‣ �Drafting the theory of the programme was 

the first step undertaken in the evaluation, 
drawing from programme documents, 
interviews with policy makers and managing 
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