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ABSTRACT:
In order to analyze the initiatives of the eGovernment
of the State of São Paulo, a case study was developed in
the Nota Fiscal Paulista program. For data collection,
semistructured interviews were conducted with the
program coordinator and with experts, and non
participatory observation and document analysis were
also carried out. In the case of the program, the
decisionmaking concerning Information Technology
(IT) directly influences on its compliance and
consequently the success of the initiative. Regarding the
IT governance, business and IT managers make the
main decisions together, suiting the needs and
possibilities of each group.
Palavraschave: EGovernment; information
technology; case study; Brazil.

RESUMO:
Com o objetivo de analisar as iniciativas de governo
eletrônico do Estado de São Paulo, foi desenvolvido um
estudo de caso no programa Nota Fiscal Paulista. Para
coleta de dados foram realizadas entrevistas
semiestruturadas com o coordenador do programa e com
especialistas, observação não participativa e análise de
documentos. No caso do programa, as tomadas de
decisões relativas à Tecnologia da Informação (TI)
influenciam diretamente na adesão e consequentemente
no sucesso da iniciativa. Em relação à governança de TI,
os gestores de negócios e de TI tomam em conjunto as
principais decisões, adequando as necessidades e
possibilidades de cada grupo.
Palavraschave: Governo eletrônico; tecnologia da
informação; estudo de caso.

1. Introduction
The intense use of information technology (IT) by all sectors was also spread in the Public Administration,
becoming an indispensable presence.
Called eGovernment, or eGov, the use of IT together with the Internet as a tool of public management aims
to better qualify the provision of services (eService) as well as maximize the efficiency of the Public
Administration itself (eAdministration), enabling the more effective participation of the citizens (e
Democracy) in the political process (Chadwick, 2009; Medeiros, 2004).
For Shareef, Kumar, Kumar and Dwivedi (2011), concepts and theories about electronic government are in
definition, since it is a recent area of study, still under development.
Considered as an essential element in the improvement of the public management, the eGov presents itself
in different models and stages in different countries, keeping as common guideline the focus in providing
good services to citizens (United Nations, 2014).
In the concept of eGovernment, IT is an instrument with which, through eServices, the interaction between
citizens and State takes place (Braga, Alves, Figueiredo, Santos, 2008; Medeiros, GuimarãeS, 2005).

We can assume that the implementation of the eGov is linked to the desire of citizens (Evans, Yen, 2005;
Shareef, Kumar, Kumar, Dwivedi, 2009, 2011), conditioning their adherence to the acceptance, the
dissemination and the success of propositions and policies inherent to the eGov.
While the private sector has high levels of adoption of technology and automation of operational, productive
and administrative processes, the public sector requires a qualitative leap in the provision of services to meet
the demands of the society, increasing the adoption of eGov (Barbosa, Faria, Pinto, 2005; Diniz, Barbosa,
Junqueira, Prado, 2009).
The main objective of this work is to understand the role of IT in eGovernment initiatives in Brazil.
The program chosen for this study was the Nota Fiscal Paulista (NFP), which is a pioneering initiative that
was developed in the State of São Paulo and which is slowly being replicated in the rest of the country. The
program is the initiative to computerize the tax controls that are greater in number of resources involved,
registered users and access.
Thus, we sought to identify: how decisions are made concerning TI and how the governance of the NFP
program is done; the stage of development of the NFP program; the main motivators for the creation of the
program; the main difficulties encountered so far and the main results obtained with the implementation of
the program.
The NFP program shows itself as an interesting opportunity for research because it is a program that citizens
can voluntarily adhere, and they can win benefits with this support; however, there is a need to make a record
in a government website and provide personal information. The system is an incentive of the State (São
Paulo) to inhibit tax evasion with the aid of technology.
The findings may aid in a faster implementation of the program in other administrative contexts for eGov,
generating information useful for the main points to be considered to minimize problems in issues related to
Information Technology, as well as contribute to the studies in this area of knowledge.

2. Electronic Government (eGov)
The use of IT in public administration dates from approximately fifty years ago, whether in administrative or
operational activities for the provision of services to citizens (paychecks, statements, information, etc.).
In global terms, the eGov was officially formalized with the first Global Forum on Reinventing
Government, in January 1999, in Washington – USA. This movement was possible after the development of
tools that facilitated the speed of web browsing: the Mosaic browser in 1993 and Netscape in 1994, both
developed by North American students (Chahin, Cunha, Knight, Pinto, 2004).
This was followed by other international forums of this nature, and the second Global Forum 'A democratic
State and Governance in the 21st Century' was held in Brazil – in Brasília, in the year 2000 (Chahin et al.,
2004).
For Lenk and Traunmüller (2002), eGovernment, or eGov, while expression has its use intensified after the
spread of ecommerce by the citizens.
The concept of electronic government has received multiple characterizations:
1. According to the United Nations (2002), eGov is defined as the use of the Internet to offer
Government services and information to citizens (United Nations, 2002);
2. For Agunes and Carlos (2005), eGov can be considered as a set of streamlining actions linked to
the public administration;
3. For Osborne (1997), eGov is a broader idea than just the use of IT by the Government, being
associated with the modernization of the public administration with more efficient operational and
administrative procedures.
The focus of the eGov is the citizens and the satisfaction of their requirements, through the improvement in
the quality and access to public services.
Kakabadse, Kakabadse and Kouzmin (2003) point other aspects that justify the accession of Governments to
technologies:
1. Necessary qualification of the processes and internal structures and expansion of tax collection;
2. Need for greater transparency and quality in the use of official funds and information of citizens.
For Diniz, Barbosa, Junqueira and Prado (2009), the implementation of the eGov by the public
administration is associated with the pressure of a few factors, such as:

[...] the intensive use of ICTs by citizens, private companies and nongovernmental
organizations; the migration from information based on paper to electronic media and online
services and the advancement and universalization of public telecommunication infrastructure
and the Internet (Diniz et al., 2009, p. 24).

In the eGovernment, stages of development are recognized by the authors who have studied the subject and
they offered ways to identify such phases (Andersen, Henriksen, 2005; Baum, di Maio, 2000; Bélanger,
Hitler, 2001, 2006; Layne, Lee, 2001; Moon, 2002; United Nations, 2010; Zarei, Ghapanhci, Sattary, 2008).
Among the most used models for this analysis there is the typology of the Gartner Group, presented by Baum
and Di Maio (2000). The model consists of four phases:
Phase 1: Information
In this phase, basic information is made available to the public, meaning the presence of the Government on
the Internet. The description of processes, the transparency and the accessible information increase the
visibility of the government service, thus increasing democracy. There can also be an intranet for government
employees.
Phase 2: Interaction
In the stage of interaction, various applications stimulate the participation of citizens. There is the possibility
of contact over the Internet (emails), search for information online, availability of documents and forms.
Despite the integration of internal processes, there is still the need for the physical presence of the citizen for
the execution of the transaction, payment of fees or signing of documents. For government employees, the
communication is developed through intranets and email.
Phase 3: Transaction:
At this point, the citizens can perform complete transactions over the Internet with an evolution in the
computer applications. There is no need for physical presence in government offices.
The main problems of this phase are the issues of security and customization, such as digital signature.
Internally, processes are redesigned aiming at an increase in the quality of services. The standards are
changed, adapting laws and regulations to the dynamism of the technologies. There are evident savings in
time, paper and money.
Phase 4: Transformation
The integration of the systems is complete, offering virtual services to citizens, in different types of channels.
There is the need for the internal adequacy of government services, with a change in the culture, processes
and responsibilities of Government employees.
The satisfaction of the citizens increases with the efficiency of processes, and the costs are reduced.
Another recognized model is the United Nations model (United Nations, 2014), which, although adopting
distinct nomenclature, presents definitions similar to the model of the Gartner Group. Figure 1 presents the
UN Model.

Figure 1: The four stages of development of online services
Source: Based on United Nations (2014)

The stages of development of the eGov of the Gartner Group and of the United Nations represent different
levels of sophistication of technology, guidance to citizens and administrative transformation and change.

The United Nations has been developing a research on the world situation regarding eGovernment and
presents a classification of the member states, enabling a reflection on the initiatives and practices of
countries in relation to eGov.
According to the report published in 2014 (United Nations, 2014), most positions in the top 10 ranking
belong to developed countries with high income. This way, we can see that countries with more financial
resources develop and launch advanced eGov initiatives, providing a favorable environment for the
involvement of citizens. Table 1 presents the 10 most developed countries in terms of eGovernment.
Table 1.
EGovernment Development Index – Top 10 countries
Classification

Country

Index

1

Republic of Korea

0.9462

2

Australia

0.9103

3

Singapore

0.9076

4

France

0.8938

5

Netherlands

0.8897

6

Japan

0.8874

7

United States of
America

0.8748

8

United Kingdom

0.8695

9

New Zealand

0.8644

10

Finland

0.8449

Source: Based on United Nations (2014)

The challenge of developing and emerging countries is to invest and advance in three main dimensions:
online services, telecommunications infrastructure and education. This way, it would be possible to reduce
the gap in relation to the developed countries, because there is no point in offering eGov services if citizens
cannot access the Internet.

2.1. EGovernment in Brazil
The use of information technology by the Brazilian Government dates back to the 1980s, but the use of the
word eGovernment dates from 1996, with electronic services provided by the Brazilian federal Government
(Ferrer, Santos, 2004). Services such as the sending of the Statement of Income Tax, information about social
security and Government procurement are possible on the Internet since 1998, and in the year 2000 the
Policy of EGovernment was defined and instituted and the Information Society Program was launched, thus
consolidating and disseminating egovernment strategies, the social importance of digital inclusion as well as
actions related to information technology in the country, being the eGov implemented through legal
guidelines and structures in the country (Scartezini, 2004).
Scholars of the subject eGov in Brazil proved the success of the eGovernment program up to 2003, time of
transition of the federal Government, when the program ceases to be a priority driven by four factors pointed
out by Pinto and Fernandes (2005):
1. Change in political leadership, with diverse involvement of new employees;
2. Lack of intrabureaucratic coordination, ceasing the existence of persons responsible for the
program in the different Ministries;
3. Problems in the articulation with the society, causing discontinuities in partnerships and companies
that provide technological services;
4. Lack of resources for the eGov program, subsisting projects of specific sectors, however isolated
from an aligned development policy.

Such factors may have interfered so that Brazil, which in 2005 ranked in the 33rd position, would end in the
45th place in the UN world classification of eGov. In the research conducted in 2010, Brazil was in the 65rd
position, meaning that in the last 5 years the Brazilian eGov accumulated a loss of 32 positions in the world
ranking of eGov, and in 2014 Brazil was in the 57rs position (United Nations, 2014).
Despite this noticeable decline, Brazil stands out in specific initiatives, such as the Open Government
Partnership, or Open Data, mentioned in the UN report as an example of good practices, by having as its
objective a single point of access to public data.
The lack of online services and inadequate telecommunication infrastructure are indicated in the already
mentioned report as main causes of the fall of the Brazilian classification.
Currently, the Brazilian Government offers several eGov systems to the citizens. Among the main ones we
highlight:
1. Federal Revenue – services of collection of income tax, the taxpayer's tax situation, CPF and CNPJ
registration, statements, among others.
2. Federal Police – services such as passport application, statements of criminal records, support for
international adoptions, among others.
3. Integrated System of Financial Administration of the Federal Government (SIAFI) – interests
linked to the national treasure, such as provision of public expenditure.
4. Poupa Tempo (State of São Paulo) – access to information of public services, such as document
requests and starting and closing of businesses.
5. OntoJuris Project – provision of information on legislation in the area of intellectual property
rights, consumer rights and electronic law.
6. Public System of Digital Bookkeeping (SPED) – presents the promotion of tax information
submission, rationalization and standardization of accessory obligations for taxpayers.

2.2 Nota Fiscal Paulista Program
To understand the role of IT in the eGov initiatives in Brazil, we chose the Nota Fiscal Paulista (NFP)
program, which is a pioneering initiative developed in the State of São Paulo and which is slowly being
replicated in the rest of the country. Thus, we sought an indepth understanding of the NFP also showing
similar programs that were implemented in other states and cities.
The eGovernment program in the State of São Paulo started in 1995, when the then elected State
Government took over the administration with the goal of stimulating and implementing the modernization
of the Public Administration. The program involved all the Secretaries of State, brought together the
governmental structure and heads of various levels in a collective effort (Filho, Agune, 2004).
The issue of digital inclusion of the lower classes was treated and operationalized by the Acessa São Paulo
Program, which provides access to the Internet and its services, currently with 629 public stations and 3,400
machines distributed throughout the State (Sao Paulo State, 2011).
Established as a fiscal citizenship action, the Nota Fiscal Paulista program aims: to encourage the consumer
of goods and of interstate and intermunicipal transport services to require tax invoice, and to reduce informal
trade and the trade of illegal products and to combat tax evasion (Sao Paulo State, 2010; Santos, Mendonça,
Cassuce, Rodrigues, 2015).
The operationalization of the incentive occurs as follows: consumers register on the program's website and
inform their CPF or CNPJ to issue the invoice with every purchase, receiving reduction in the tax burden; the
consumer may not identify their CPF, donating their tax invoices to entities of social assistance or health
care, who will receive the credit from that purchase; consumers registered participate in monthly drawings,
enforced by the Department of Finance.
The credits obtained by the consumer can be applied in the reduction of the value of the property tax,
deposited into Bank checking account or savings account.
The NFP is a specific program of the State of São Paulo, designed with the support of Law 12,685/2007 and
Decrees 52,096/2007 and 54,179/2009.
The NFP program offers the following benefits (Sao Paulo State, 2010):

1. To consumers, reduced tax burden, and up to 30% of the ICMS (State ValueAdded Tax) collected
monthly by the establishment is distributed in proportion to the purchase price to all citizens who
inform their CPF or CNPJ in the act of purchase;
2. To the tax administration, it enables the expansion of the bank of taxpayers and the improvement of
fiscal controls;
3. To the seller, it makes it possible the reduction of costs of paper, printing and storage of tax
documents, in addition to encouraging the electronic relationship with the consumer.
We highlight as advantages of the NFP program:
1. Pioneering work: innovative project, predicting credit deposit on the bank account of the consumer,
as well as conducting electronic drawings and donations;
2. Encouragement of the exercise of citizenship: participating in the program, citizens collaborate
with the combat to tax evasion, exercising their citizenship;
3. Digital inclusion: the initiative stimulates the interest of the population in the use of the Internet,
also offering an agreement with the "Acessa São Paulo" and the "ePoupatempo";
4. Integration with the Government: encourages the interaction of citizens, businesses and
Government;
5. Ease of access: the website of the NFP program offers easily accessible interface, various manuals,
consultation to claims and customer service center.
After the NFP program, other initiatives have emerged around the country seeking to interact with citizens in
a similar way.
Some of these initiatives were carried out by municipalities, as in the case of the cities of Curitiba and São
Paulo, and some by States such as Rio de Janeiro and Alagoas.
Figure 2 presents a summary of some programs similar to the Nota Fiscal Paulista existing in Brazil.

Figure 2: Existing programs similar to the Nota Fiscal Paulista program
Source: Elaborated by the author.

3. Methodological Procedures
According to the nature of the study and the possibility to researching an area in which there are few studies
on the subject, the qualitative or unstructured methods seem to better adapt to the problem proposed,
justifying the choice of single case study as a strategy for research (Benbasat, Goldstein, Mead, 1987).
We performed: unstructured interview, participatory observation and document analysis. Through the
triangulation of the data, we could make a continuous comparison of the different sources for validation
(Eisenhardt, 1989; Yin, 2001).
As it is considered an experiment or research, the method of generalization must be the analytic
generalization, in which a theory previously developed serves as a frame of reference for comparison with
the empirical results of the case study. Thus, the analysis and the conclusion of the case were elaborated with
this orientation, of the analytic generalization.

The choice of the Nota Fiscal Paulista (NFP) program is due to the fact that it is the initiative of
computerization of the greatest tax controls, in number of resources involved, registered users and access.
The NFP program shows itself as an interesting opportunity for research because it is a program that the
citizen can voluntarily adhere, and they can win benefits with this support; however, there is the need to
make a record in a government website and provide personal information. The system is an incentive of the
State (São Paulo) to inhibit tax evasion with the aid of technology.
The findings may aid in a faster implementation of the program in other administrative contexts for eGov,
generating information useful for the main points to be considered to increase the adherence of the citizens.
The study issues addressed were:
 What is the role of the Information Technology in the Nota Fiscal Paulista program?
 How decisions are made regarding the Information Technology and how is the IT governance
of the NFP program?
 What is the stage of development of the NFP program?
 What were the main motivators for the creation of the program, and what are the main
difficulties encountered so far?
 What are the main results obtained with the implementation of the NFP program?

The information was collected through an interview with the current coordinator of the Nota Fiscal Paulista
program, held in the building of the Secretary of Treasury of the State of São Paulo.
The documents available for analysis were annual and monthly reports of the participating municipalities,
such as percentage of participation, added value, tax revenue, among others.
The nonparticipatory observation was made through the presence at meetings with specialists in electronic
government.

4. Presentation and Analysis of Data
The coordinator of the Nota Fiscal Paulista program reports directly to the Coordinator of Tax
Administration. The main responsibilities of the work are:
Management of all activities, monitoring of the entire schedule of calculation of credits, credit
release, and also monitoring of the schedule of drawings, as there are monthly drawings.
Assurance that deadlines set in legislation are complied with and coordination of the work of the
teams, which is multidepartmental. There are five or six teams, each with a specific activity of
work, and coordination of the work of persons (verbal information  coordinator of the NFP
program).

According to the respondent, the technology has a fundamental role in the NFP and it is in the strategic
category regarding the role and alignment of IT (Henderson & Venkatraman, 1993, 1996). The fact of there is
the management of accounts of persons highlights the similarity with the activity of banks, raising the
importance of IT in the procedures.
The business areas and the IT area have an interesting synergy within the program, and the coordinator
emphasizes that there is some closeness between the areas, with the mutual understanding among employees.
The quality of the system is also placed as adequate to the need.
For the moments of decisions in the project, there is a weekly forum, and both the business areas and the
technology area are present, sharing decisions.
[...] we hear the IT area to even sometimes find better solutions to those that were thought.
Thus, it's pretty equal the decision between the business areas and the IT area (verbal
information  coordinator of the NFP program).

There is also a schedule which is accompanied and fulfilled as close as possible, and which contains, for
example, the draw dates and credit release dates.
Regarding the IT governance, the decisions on investments in infrastructure are centered on IT executives,
while decisions on the use of the technologies are decentralized. However, this happens not only with respect
to the Nota Fiscal Paulista program, but to the entire context of the IT of the Secretariat of Finance.

The IT decisions can be characterized according to the standards of decision of Weill and Ross (2006). In
Figure 3, we can visualize how the coordinator framed the decision patterns (Weill, Ross, 2004).

Figure 3: Matrix of ITG arrangements of the Secretariat of Finance – Coordinator of the NFP
Source: Adapted of Weill and Ross (2006)

The respondent mentions that the primary motivator for the creation of the NFP program was the creation in
the population of the habit of requiring the tax invoice in retail purchases. For the Secretariat of Finance, this
act is important because in addition to the increase in revenue, it provides more information about this
segment of the economy. For the respondent, in industries, the supervision already has a structured approach,
being more difficult the surveillance of the retail sector.
Thus, one of the goals of the creation of the program was the change in the consumer habit, encouraging the
requirement of invoice in the retail sector.
Among the difficulties presented in the implementation of the program, there was the cultural difficulty, both
internally and externally. As the Secretariat of Finance is an agency that collects taxes, the Nota Fiscal
Paulista program has a reverse bias, which is the return of part of the tax. The culture of the Secretariat was
guided to the entry of resources and not their returning. Externally there was also this cultural issue: the
population had certain fears about the veracity of the money given back.
Currently the program is in a maturity level regarding the technological demands and stage of development,
thus it does not require major investments in the shortterm.
[...] I think our technological demands are met. There isn't a great technology demand that we
are unable to meet. And the stage of development is also of maturity; I think we are in a
stabilization phase in the program (verbal information  coordinator of the NFP program).

In relation to complaints from users, the coordinator emphasizes that there are two aspects. There is a group
that focuses the complaints on the credit value, claiming that credit is low or possibly even zero in some
situations. However, the program is based on the collection of the retail and there are segments in which
retailers do not collect taxes, because it is retained at the source.
The other highlight in the complaints is the complaints against retailers, referring to problems of non
transmission of the document to the Secretariat of Finance. In these situations, the consumer has performed
the purchase, received the tax invoice with indication of the CPF, but the company did not carry out the
transmission.
As the main results obtained by the NFP, we highlight the cultural change of the population's habit, which,
according to the respondent, reaches consumers and also retailers.
In another way, there is also the effective tax gain in those sectors, which have shown an increase of
revenues. As a third very important factor, there is the amount of information that is passed on by the
companies. The entire movement of the companies is registered in the database of the NFP program with a
high level of detail. Such information helps in other projects parallel to the Nota Fiscal Paulista, such as
projects of online transmission of transactions done in the retail.
When there are incidents or problems in the program, such as the consumer complaints regarding the non
transmission of documents by companies, there is a record in the system itself. The consumer can then make
their complaint on the website of the NFP. Occurrences that are not structured are recorded in internal

processes, through processes for each of these cases. There is statistical record of all values that are credited,
drawings, number of consumers benefited, number of tax invoices processed, among others.
The respondent believes that the main reason that leads individuals to conduct the personal enrollment in the
program and require the tax receipt is the perceived benefit. The financial benefits of the program are
attractive, both in relation to the credits for purchases and the participation in the drawings.
The coordinator believes that currently the citizens do not have difficulty in using the Internet, consequent
completion of registration and use of the benefits acquired in the program, with the exception of a few
elderly persons and some lower classes, which may have some difficulty.
[...] my motherinlaw who is 70 years old is using the Internet, my aunt is using the Internet,
my cleaning maid is using the Internet, so it has spread, fortunately (verbal information 
coordinator of the NFP program).

One of the difficulties for the operation of the program is the availability of resources. In this case, it can be
analyzed in relation to the availability of computers to access the program website and the appropriateness of
stores to issue the tax invoice. In both situations, easiness is increasingly improved. The availability of
computers in Brazil is increasing. Currently there are 152 million computers in use in Brazil and the worn
and IT investment increased to 7.6% of the company revenue (Meirelles, 2015). In the case of the adequacy
of the companies, the coordinator adds that the easiness is increasing:
Even those sectors, in which trade that was very refractory to issue the tax invoice, today have adapted to the
rules, they have the issuer of tax invoice, and we can also see this by the attendants, in the checkouts of
various stores, who most often ask if you want to enter the CPF in the invoice or not (verbal information 
coordinator of the NFP program).
The coordinator underlines that the distrust of the citizens is one of the main factors for not adopting the NFP
program.
[...] the main reason that leads a person to not order the invoice is an unfounded fear that their
accounts are being searched by the State. This is a great fear that people have, that all their
habits, their accounts, are being searched. And that's not our goal. The goal of the State
Government is not the supervision of persons; what does matter is that we have a great volume
of data, and when we process this data it doesn't matter what the person did, but what the
companies did (verbal information  coordinator of the NFP program).

For the respondent, this mistrust occurs mainly on the part of persons who have some type of professional
informality.

5. Conclusions and Recommendations
The study sought to analyze what is the role of the IT in eGov initiatives in Brazil, through a unique case
study in the NFP program. For this end, it was necessary to understand the development phase of this
initiative.
According to the classification of the Gartner Group (Baum, Di Maio, 2000), which is quite similar to the
four stages of development of the online services of the United Nation (2014), we considered that the
program could be framed in the Transaction phase, in which citizens can perform complete transactions over
the Internet, and the applications are in an advanced computerization phase, in which there is no need for
physical presence in government offices.
According to the authors, the main problems of this phase are the issues of security and customization, such
as digital signature, which corroborates the opinion of the coordinator of the program, who indicates that it
has not yet been possible to convey to the population the expected security, which is the main reason that
citizens do not request the Nota Fiscal Paulista.
Baum and Di Maio (2010) highlight that, during the Transaction phase, the internal processes are redesigned,
targeting an increase in the quality of services, which occurs constantly in the NFP, in which there is a
considerable economy of time, paper and money.
To understand the role of IT in eGov initiatives, it is necessary this classification of the development phase
of the online service, because the higher the stage of development, the greater the technological demand for
the service.
In the case of the NFP, which manages the accounts of persons, it raises the importance of IT in its
procedures, because the processes are computerized and there can be no failures.

The synergy between business areas and the IT area is fundamental so that the expectations of the public are
met in the best possible way. So that such synergy can exist, another highlight is how the IT decisions are
taken. The IT governance model should be suitable to the needs of the program, and it cannot leave the
business area very dependent of IT managers, nor have the IT managers putting into practice decisions that
hamper the operations of the area and which could be conducted in another way.
The IT governance exerted in the Secretariat of Finance facilitates the actions of the managers of the NFP,
because business and IT managers make together the main technical and operational decisions, suiting the
needs and possibilities of each group.
The results of the NFP have been very significant, and the initiative began to be implemented in other cities
and States. This study expects the findings to assist in a faster implementation of similar programs in other
contexts, providing useful information for the main points to be considered to minimize problems in issues
concerning IT.
We highlight that one of the main limits for the case study methodology has been the lack of rules defined for
the generalization inference of the data obtained (Kennedy, 1979; Donmoyer, 2000; Yin, 2001; Zanni,
Moraes, Mariotto, 2011; Mariotto, Zanni, Moraes, 2014).
As stated by Stake (1982), the case study does not necessarily need to generate generalizations from the
conclusions. The responsibility of generalizing is to the reader (Stake, 1983; Gomm, Hammersley, Foster,
2000; Mariotto, Zanni, Moraes, 2014), which is known as naturalistic generalization. Thus, the generalization
sustains the notion of transferability of Lincoln and Guba (2000): it should be understood not the
reproduction of the results (generalization) under the same conditions as those kept in previous studies, but
the possibility of using the procedures and results found in similar situations, according to the peculiarities of
the new contexts.
In the case of this study on the NFP, the responsibility of the researcher was to provide enough contextual
information, facilitating the judgment of the reader about the adaptation to other contexts. What is required
from researchers is that they illustrate the case appropriately, capturing its unique characteristics (Lincoln,
Guba, 1985; 2000; Stake, 1982).
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