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I. Introduction 

 
The COVID-19 pandemic brought with it extremely serious and unexpected 
consequences for the countries of Latin America and the Caribbean. These impacts 
required rapid and adaptive strategies on the part of the public and private sectors. In 
the public sector, the simplification of procedures and processes, through 
digitalization, has been one of the main levers to generate the recovery of the post-
pandemic economy and improve the welfare of citizens (IDB, 2022). 

Although there were already countries with advanced digitization processes in the 
region, the pandemic was a turning point to demonstrate to governments the 
importance of thinking about governance in agile terms. But what is the Agile method? 
Originally developed in response to the regulatory rigidity and heavy reliance on 
detailed planning of traditional methods, Agile emerged initially as a set of values and 
principles for software development formalized in 2001 with the Agile Manifesto. 
Today, Agile approaches have been adapted to government services beyond software 
development, offering a new way of thinking and delivering in areas such as project 
management, policymaking, human resources, and procurement. (CAF, 2021). Later, 
the countries of the Organisation for Economic Co-operation and Development 
(OECD) adopted this concept to focus on innovation for the benefit of citizens and, 
seeking to create a network of agile states, formulated the principles contained in the 
Agile Nations Charter (2020): 

a) Identify innovations, their opportunities and anticipate risks in a timely 
manner. 

b) Gain the trust of stakeholders (citizens and companies) by engaging openly 
with them to discuss how to manage risks and opportunities. 

c) Evaluate and regulate risks and opportunities in a proportionate manner that 
minimizes costs and side effects. 

d) Develop technology-neutral regulation that focuses on achieving outcomes, 
not processes, providing citizens and businesses, as needed, with clarity on 
compliance costs. 

e) Evaluate different formats for regulation, such as guidelines, industry 
standards and digital architecture, to enable the scaling up of initiatives 
quickly and safely. 

f) Implement rules that leverage the potential of technologies and minimize the 
administrative burden of compliance. 

g) Allow companies to test and pilot innovations (e.g., through regulatory test 
environments), in a way that supports fair and open competition and gathers 
learning from these tests on how rules should be adhered to. 

h) Monitor the impact of the rules and take timely, specific, and risk-based 
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interventions to intervene when results are not being achieved. 
i) Promote a whole-of-government approach, with the objectives of unlocking 

opportunities and addressing the risks of innovations that transcend 
institutional boundaries. 

The coronavirus pandemic created the ideal context for governments in the region to 
organize around Agile mechanisms. First, it led them to maximize the use of digital 
platforms before the pandemic and to digitalize those services that had not yet made 
the transition. Second, it forced them to relax requirements and simplify processes for 
accessing services, regardless of whether the process was digitalized or not. Third, it 
forced them to coordinate actions among the different levels of government (CAF, 
2021). 

The digitalization of public procedures and services offers not only benefits for 
citizens but also for the State itself. For example, according to McKinsey (2020), the 
benefits of digital transformation in the public sector in Latin America and the 
Caribbean (LAC) could reduce by 50% the time citizens spend interacting with the 
public administration; for companies, the reduction would be more than 50% in costs 
arising from interaction with the public administration; and the public sector would 
see a 60% increase in productivity due to management improvements. 

For example, in Peru, after estimating the economic cost of regulatory barriers 
ascended to more than USD 29.12 million per year, from 2013 to 2017, the 
State/public administration eliminated 3,447 bureaucratic barriers in the form of 
requirements, processing fees, deadlines and administrative silence regimes that 
were not in line with the current regulatory framework.1 

For the population to fully appropriate the well-documented benefits of digitalization, 
there are still several challenges that governments must overcome. One of the most 
significant issues is existing gaps in Internet access. According to Peru’s national 
statistics institute INEI, in the second quarter of 2022, 73% of the total population 
aged six and over had accessed the Internet in the last month. At the same time, only 
43% of those in rural areas had access. Moreover, there is an uneven distribution of 
Internet access among different age groups: 93% of young people between 19 and 24 
years old have access compared to only 34% of older adults aged 60 and over.2 
Additionally, there are concerns about the limited development of digital skills, 
information security, and negative perceptions surrounding Internet use. These 
issues are further compounded by institutional factors, which raise questions about 
whether public institutions in Peru are capable of implementing "agile methods." 

The pandemic forced governments to reprioritize their agendas and implement 
simplification strategies. Public institutions and agencies have had to eliminate 
certain requirements related to citizen services as well as face-to-face interactions to 
protect citizens from contagion and work on more agile processes that respond to the 
most urgent issues of the pandemic. Like Cuenta DNI3 in Peru, several governments in 
LAC launched similar initiatives, including Aprendo en Casa,4 Tele Atiendo,5 Facilita,6 

                                                             
1 Source: Estados ágiles en América Latina: resultados y desafíos de la estrategia de simplificación administrativa del 
Perú. Policy Brief #19 [Agile states in Latin America: results and challenges of Peru's administrative simplification 
strategy]. 
2 Source: Technical Report on Statistics on Information and Communication Technologies in Households. National Institute of 
Statistics and Informatics (INEI). https://m.inei.gob.pe/media/MenuRecursivo/boletines/03-informe-tecnico-abr-may-jun-
2022.pdf 
3 See: Cuenta Documento Nacional de Identidad - Cuenta DNI [National Identity Card Account] 
4 See: Aprendo en Casa: Plataforma Educational: Minedu 

https://scioteca.caf.com/bitstream/handle/123456789/1644/Estados_agiles_en_America_Latina_resultados_y_desafios_de_la_estrategia_de_simplificacion_administrativa_del_Peru.pdf?sequence=1&isAllowed=y
https://scioteca.caf.com/bitstream/handle/123456789/1644/Estados_agiles_en_America_Latina_resultados_y_desafios_de_la_estrategia_de_simplificacion_administrativa_del_Peru.pdf?sequence=1&isAllowed=y
https://m.inei.gob.pe/media/MenuRecursivo/boletines/03-informe-tecnico-abr-may-jun-2022.pdf
https://m.inei.gob.pe/media/MenuRecursivo/boletines/03-informe-tecnico-abr-may-jun-2022.pdf
https://www.gob.pe/12560-cuenta-documento-nacional-de-identidad-cuenta-dni
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Yachaq, Pensión 65,7 among others. 

 

This document aims to assess the extent to which access to citizen services and 
procedures was sustained during the pandemic in Peru and to investigate citizens' 
experiences with these services. Ultimately, the document seeks to determine 
whether Peru can be considered an "Agile State" based on the results presented. 

 

II. Background 
An "Agile State" guarantees the continuity of access to citizen services in all types of 
contexts. In the region, given the COVID-19 pandemic, governments took multiple 
measures to mitigate the spread of the virus while ensuring that citizens had 
continued access to essential services. Measures taken to reduce in-person 
transactions and interactions included automatic extensions of the validity dates on 
official documents (e.g., identity documents, permits, driver’s licenses, and vehicle 
registrations), which eliminated the immediate need to go in person to renew them. 
Many opted to create new digital services to implement critical aspects of public 
health and economic policies in response to the crisis, and to offer digital channels for 
those existing services whose extension of validity or face-to-face processing was not 
feasible (IDB, 2021). 

A recent study by the IDB (2021) provides insights into the number and types of 
government administrative procedures or transactions citizens in the region have 
carried out using digital platforms during 2020.8 The study reveals that the 
proportion of people who completed their last procedure online dropped from 34% 
before the pandemic to 15% during the pandemic in the region. In Peru, the 
percentage of people who completed a procedure dropped from 34% before the 
pandemic to 11% during the pandemic. It is worth noting that Peru implemented 
stricter and longer restrictions than other countries, which led public offices to 
automatically grant extensions for the validity dates of most documents.9 

In general, fewer people completed any kind of administrative procedure (passport, 
driver’s license, vehicle registration, pension filing, etc.) during the pandemic 
compared to before, regardless of the country in Latin America and the Caribbean 
(ALC). Procedures related to identity documents or vehicle registration have 
decreased, but remain the most popular types of procedures completed online. This is 
likely because identity or registration paperwork is often a prerequisite for other 
processes, many of which were unavailable due to office closures. The transactions to 
see the most growth are related to social programs, which aligns with the economic 
difficulties experienced during the pandemic (IDB, 2021). 

                                                                                                                                                                                                                                                          
5 See: MINSA 
6 See: Facilita, platform for digital filings with the Peruvian State 
7 See: “Pensión 65: Aplicativo Yachaq permite a beneficiarios confirmar si acceden a subvención adicional” 

8 Two cuts were made: "Before the pandemic" is from January to the end of March 2020 and "during the pandemic" runs 
from the end of March to August 2020. 
9 According to an IDB study, developing and emerging markets imposed the longest and most restrictive confinements. 
Based on 40 countries, divided into advanced economies, other emerging and developing economies, and Latin America 
and the Caribbean, Peru is the fourth LAC country with the most restrictive containment measures after Honduras, 
Argentina, Bolivia, and Venezuela. See: COVID-19: Containment measures and trust. Ideas that Count (iadb.org) 

https://teleatiendo.minsa.gob.pe/
https://facilita.gob.pe/admin
https://www.elperuano.pe/noticia/188020-pension-65-aplicativo-yachaq-permite-a-beneficiarios-confirmar-si-acceden-a-subvencion-adicional
https://blogs.iadb.org/ideas-que-cuentan/es/covid-19-las-medidas-de-contencion-y-la-confianza/
https://blogs.iadb.org/ideas-que-cuentan/es/covid-19-las-medidas-de-contencion-y-la-confianza/
https://blogs.iadb.org/ideas-que-cuentan/es/covid-19-las-medidas-de-contencion-y-la-confianza/
https://blogs.iadb.org/ideas-que-cuentan/es/covid-19-las-medidas-de-contencion-y-la-confianza/
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Furthermore, digital channels have been the primary substitute for the drop in face-
to-face interactions. In Peru, the proportion of people who completed their most 
recent procedure partially or entirely online increased from 28% before the 
pandemic to 61% during it (IDB, 2021). 

 

 

III. Institutional Framework 

 
Economic reactivation policies have emphasized the role of the state, as well as 
expectations for service delivery. Consequently, effective management of the 
pandemic's impacts has depended largely on States’ institutional capacities, from the 
management of the vaccination process to the continuity of citizen services and 
procedures. The crisis exposed the fragile institutional framework of many countries 
in the region, in terms of their capacity to effectively execute public policies for 
service provision and the efficient delivery of social protection programs. In short, the 
crisis has revealed the lack of investment in the State over the past decades (CAF, 
2021). 

A country’s institutional framework defines the guidelines for a clear medium and 
long-term vision to drive digital transformation (Apoyo Consultoría, 2022). The 
framework should aim to (i) adapt to the changes brought about by digital 
transformation and (ii) safeguard the rights of citizens in the digital environment 
(IDB, 2018; UNTACD, 2020). 

The discussion around the digital transformation of the economy refers to the use of 
digital platforms for purchases and development of digital products. This requires 
guidelines within the regulatory framework to assign tax responsibilities and protect 
consumers (UNCTAD, 2020). However, caution is needed when developing such 
guidelines as excessive regulation can hinder the process of digital transformation, 
limiting or discouraging the creation of new businesses. This benefits citizens, who 
should be able to exercise their rights and responsibilities in the digital environment, 
knowing they are protected (OCDE, 2019). It is also important to note that any State 
intervention should be adequately justified based on a regulatory impact analysis 
(RIA) to ensure quality regulation that does not hinder the dynamism of the digital 
ecosystem. 

According to the digital agenda for 2021-2026, two issues arise when discussing the 
inclusion of the institutional framework in the digital transformation of the economy. 
The first issue concerns the General Sales Tax (GST). In Peru, the law mandates only a 
partial collection of sales tax on digital goods and products. This arises from the 
Unified Text of the Sales Tax Law drafted/enacted in 1999,10, where it is stated that the 
Peruvian regulatory framework taxes any service consumed or contracted/used in the 
national territory, regardless of the place where it is paid for or the contract is signed. 

                                                             
10 See: https://www.sunat.gob.pe/legislacion/igv/ley/ 

http://www.sunat.gob.pe/legislacion/igv/ley/
http://www.sunat.gob.pe/legislacion/igv/ley/
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Therefore, digital services of companies within and outside the country should be 
subject to sales tax, but the law does not explicitly state this. As a result, digital 
products are currently outside the scope of the tax (Apoyo Consultoría, 2022). 

 

A second objective is the digital security of the citizen, which is one of the biggest 
concerns for people when carrying out activities on the Internet, mostly service-
related administrative procedures and payment transactions. This concern is 
particularly prevalent among the older adult population. In 2013, the OECD generated 
a series of basic guidelines that emphasize the importance of the State’s role in 
protecting citizens’ personal data and cybersecurity. International guidelines include 
the APEC Privacy Framework and Cross-Border Privacy Rules11 and the EU General 
Data Protection Regulation.12 Peru incorporated these international standards since 
enacting Law 29733 - Protection Personal Data and Regulations (DS N° 003-2013-
JUS). In addition, five historical norms added to Peru’s regulatory framework in the 
field of digital security in the last decade.13 

j) Law No. 30096: Computer Crimes Law (published in the official gazette 
El Peruano on October 22, 2013). 

k) DL N°1412 Legislative Decree approving the digital government law 
(published in the official gazette on September 13, 2018). 

l) Law No. 30999 for a Cyber Defence Law and the accession of Peru to the 
Budapest Convention on Cybercrime 2001 (published in the official 
gazette on August 26, 2019). 

m) DU N° 007-2020 Digital Trust Framework (published in the official 
gazette on January 9, 2020) 

The National Authority for the Protection of Personal Data (ANPDP), which reports to 
the Ministry of Justice (MINJUS), is responsible for enforcing current regulations on 
personal data. The ANPDP performs administrative, advisory, regulatory, resolution, 
oversight, and sanctioning functions.14 However, priority should be given to 
preventive initiatives that provide information to citizens about the functions of the 
ANPDP and their rights and obligations regarding digital security. It should be noted 
that there is a duplication of functions with the National Institute for the Defense of 
Competition and Protection of Intellectual Property (Indecopi), a duplication that is 
reflected in the defense of their rights to access, rectification, cancellation, and 
opposition rights (Apoyo Consultoría, 2022), which may lead to clashes between the 
two entities in the performance of their functions. Consequently, the competencies of 
each institution should be identified so that the citizen knows clearly to which 
authority to turn to enforce their rights regarding the protection of personal data. 
According to a survey by the Ombudsman's Office (2019), with a sample of 626 
people, only 20% are aware of the existence of any institution that protects their 

personal data; while only 36% mention knowing of a law that protects their personal 
data. 

 

 

                                                             
11 Source: APEC (2011). Cross-Border Privacy System - CBPR. 
12 Source: EU (2016). General Data Protection Regulation - GDPR. 
13 Source: Institutional portal of the Government of Peru (Gob.pe). 
14 Source: https://www.minjus.gob.pe/wp-contect/uploads/2014/02/Cartilla-Funciones-APDP.pdf 

http://www.minjus.gob.pe/wp-contect/uploads/2014/02/Cartilla-Funciones-APDP.pdf
http://www.minjus.gob.pe/wp-contect/uploads/2014/02/Cartilla-Funciones-APDP.pdf
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According to the Digital Civility Index,15 developed by Microsoft, Peru ranks No.28 out 
of the 32 countries surveyed. In the case of LAC, Peru ranks No.5 of the six countries 
in the region surveyed, below Chile, Colombia, Argentina and Brazil. In Peru, 44% of 
those surveyed reported being exposed to fraud and scams, 18% were victims of hate 
speech, and 14% experienced some form of discrimination. In addition, multiple news 
stories about the leaking of personal information from Peruvian public entities such 
as Reniec, Sunarp, and Asbanc circulate on messaging platforms,16 exposing citizens 
to a high risk of identity theft, cyber theft, and scams, among others. Although it might 
be expected that the private sector is exempt from these risks and fully protected in 
terms of cybersecurity, the ESET Security Report 2020,17 shows that only 29% of 
companies in Peru have a response and continuity plan, even though 61% have 
cybersecurity policies. Thus, there is no culture of personal data protection, even in 
private companies, which translates into high levels of insecurity. 

It is essential to highlight the efforts and limitations of the Secretariat of Government 
and Digital Transformation (SGTD), which formulates, promotes, coordinates and 
supervises the digital transformation process. Although efforts have been articulated 
with other State institutions during the pandemic, there are still institutional 
challenges. First, the SGTD is attached to the Presidency of the Council of Ministers 
(PCM), so priority is often given to urgent issues and obligations of the PCM, which 
detracts from attention to the digital transformation process. One solution to this 
problem would be to give the SGTD greater autonomy. Another challenge is the lack 
of negotiating power with sectors and levels of government due to the absence of the 
figure of the Chief Information Officer (CIO),18 typical in countries with the same type 
of digital transformation office model as the one in Peru. All public administration 
entities should have a CIO, selected by a digital governance committee. At the same 
time, emphasis should be placed on the development of strategies that encourage and 
promote greater involvement of the teams leading subnational governments in digital 
transformation processes (Apoyo Consultoría, 2022). 

 
  

                                                             
15 Source: PowerPoint Presentation (www.gob.pe) 
16 Source: “Fuga de información en entidades públicas: filtran y ofertan por Internet los datos personales 
de peruanos [Information leakage in public entities: Peruvians' personal data leaked and offered 
through Internet] El Comercio, Peru. 
17 Source: ESET Security Report 2020 | ESET (eset-la.com) 
18 High-ranking executive in the implementation of the digital transformation of the government. (Cepal, 
2021). 

https://elcomercio.pe/lima/sucesos/fuga-de-informacion-en-entidades-publicas-filtran-y-ofertan-por-internet-los-datos-personales-de-peruanos-asbanc-reniec-sunarp-noticia/
https://elcomercio.pe/lima/sucesos/fuga-de-informacion-en-entidades-publicas-filtran-y-ofertan-por-internet-los-datos-personales-de-peruanos-asbanc-reniec-sunarp-noticia/
https://empresas.eset-la.com/novedad/eset-security-report-2020
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IV. User experience and access to 

citizen services and administrative 

procedures during the pandemic 

 
After reviewing international experience and recommendations from ad hoc studies, 
the next step is to determine to what extent continuity of access to procedures and 
services for citizens was ensured in Peru. For this purpose, in 2022, the Peruvian 
Institute of Studies (IEP) conducted a telephone survey mainly in urban areas to 
gather data.19 

In 2018, the launch of a single/unified digital government platform called Gob.pe gave 
citizens access institutional information and guidance on procedures and services. 
The OECD described it as the highest-impact digital initiative in Peru, suggesting that 
it could radically change the political economy of digitalization (OECD, 2019). 
However, the reach of this platform was still limited; according to IEP’s survey), only 
37% of respondents had heard of Gob.pe and of these, only 42% have used it. When 
breaking down this national urban average by age, 54% of young people (18-25 years 
old) had used it, a figure much higher than the 41% of adults (26-60 years old) and 
more than twice that of older adults (>60 years old): 21.3%. 

The use of such platforms brings significant benefits to states, which in the Peruvian 
case are being wasted. For example, during the year of implementation of its Gov.uk 
platform, the UK government achieved savings of £61.5 million (GBP).20 At the 
regional level, countries like Chile (Gob.cl), Colombia (Gov.Co), Argentina (Gob.ar), and 
Ecuador (Gob.ec) have launched similar platforms. 

In terms of user experience and access to citizen services and administrative 
procedures during the pandemic, the IEP survey shows that 70% of respondents in 
urban areas have used digital platforms for government transactions from the 
beginning of the pandemic to the present. the National Customs and Tax 
Administration Superintendence (Sunat); National Superintendence of Migration 

                                                             
19 Telephone survey conducted by the Instituto de Estudios Peruanos (IEP) in April 2022. The sample 
obtained is probabilistic with a random selection method, in which each person has the probability of being 
chosen to participate in the survey. It has a 95% confidence level and an absolute precision (relative margin 
of error) of +/3.1. The level of inference is people over 18 years of age who reside in urban areas of Peru and 
who have an active cell phone. The total sample corresponds to 1016 people in urban areas. 
20 Source: Government Digital Service Blog (2015). https://gds.blog.gov.uk/2015/10/23/how-digital-and-
technology-transformation-saved-1-7bn-last-year/. https://gds.blog.gov.uk/2015/10/23/how-digital-and-technology-
transformation-saved-1-7bn-last-year/ 

https://gds.blog.gov.uk/2015/10/23/how-digital-and-technology-transformation-saved-1-7bn-last-year/
https://gds.blog.gov.uk/2015/10/23/how-digital-and-technology-transformation-saved-1-7bn-last-year/
https://gds.blog.gov.uk/2015/10/23/how-digital-and-technology-transformation-saved-1-7bn-last-year/
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(Migraciones); National Bank to open a DNI Account; Ministry of Health (Minsa); 
Ministry of Transport and Communications (MTC), to obtain or renew a driver's 
license; and Págalo.pe.21  The mobile application "DNI Bio-facial," launched by Reniec, 
was also included in the survey 

As shown in Figure 1, the most used digital platform during the pandemic by 
Peruvians in urban areas was the Reniec website (32%), followed by the Sunat 
website (21%) and the National Bank website to obtain a DNI account (18%).22 It is 
worth mentioning that requirements to open said account include: (i) a DNI; (ii) a 
mobile line in the account holder’s name, with a minimum of 30 days of activation and 
associated with the holder’s DNI, and (iii) an e-mail address. In the first launch stage 
of the initiative, it could only be activated by those who were beneficiaries of the 
Yanapay economic voucher, i.e., people living in a situation of poverty or vulnerability, 
as well as beneficiaries of social programs like Juntos, Pensión 65 or Contigo, in the 
context of the COVID-19 pandemic.23 

These results are in line with those found in BID (2021), with identity or registration 
procedures, paying taxes and/or collecting pensions being the most commonly used. 
However, only 6% of survey respondents made use of digital platforms for vehicle 
procedures. The application "DNI Bio-facial," to carry out procedures like 
duplicate/rectification of address, renewal of expired DNI, and Digital Birth 
Registration,24 obtained 12%. However, to use this platform, the mobile device to be 
used had to have a RAM greater than 3GB, which may have limited its use. On the 
other hand, only 11% of respondents said they had used Págalo.pe. It is worth noting 
that as the official State platform for making payments to different public entities, 
higher percentages were expected. MINSA’s Teleatiendo obtained 9% of responses 
and the official website for the migration office, 6%. 

In addition to these findings, public entities have granted extensions for the renewal 
of identity documents, driver's licenses, and others during the pandemic. It is 
reasonable to assume that these extensions have resulted in a decrease in these types 
of procedures. 

  

                                                             
21 Digital platform to simplify the payment of fees and services for procedures in different public 
entities. 
22 This is a savings account provided by Banco de la Nación that allows receiving payments, refunds 
or transfers of economic benefits, bonuses or subsidies that the State may grant only with the 
Identity Document (DNI). In 2021, 2.1 million accounts were created; however, during the current 
year, Banco de la Nacion has projected to create 10 million and some 12 million additional DNI 
Accounts by the end of 2023. Source: Banco de la Nacion. 
23 Source: https://www.gob.pe/14565-consultar-si-recibes-el-apoyo-economico-yanapay 
24 Source: res iOSNoticiasRegistro Nacional de Identificación y Estado CivilGovernment of Peru (www.gob.pe) 

http://www.gob.pe/14565-consultar-si-recibes-el-apoyo-economico-yanapay
http://www.gob.pe/14565-consultar-si-recibes-el-apoyo-economico-yanapay
https://www.gob.pe/institucion/reniec/noticias/551748-reniec-lanza-aplicativo-dni-biofacial-para-que-ciudadanos-tramiten-su-documento-desde-celulares-ios
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Graph 1. Use of digital platforms from the beginning of the pandemic to 
present 

 

 

Note: The percentage at the top of each bar represents the total number of people who have 
used at least one digital platform (N=704 people ~ 100%). Next, the percentage inside the bars 
represents the response to the following question: Have you used the Págalo.pe website from the 
beginning of the pandemic to the present? It can be interpreted as follows: "Of the total number 
of people who used at least one digital platform, only 11% indicated that they had used 
Págalo.pe." Similar readings can be made for the other digital platforms. It is important to note 
that this question is only asked to those who have used the internet in the last three months 
(N=943 people). Source: IEP Survey (2022). Authors. 

Among those who reported using the platforms, a significant majority stated that they found 
them useful. In other words, the websites/applications analyzed comply with the 
functionality to carry out the various procedures and processes for which they were 
designed. Specifically, of the total number of people who used the Banco de la Nación website 
to open a DNI Account (18%), 94% of them indicated that they found it useful, making it the 
most useful website among the platforms analyzed, which is very important due to the 
inclusive nature of this initiative, which allowed millions of Peruvians to access the financial 
system. In decreasing order of satisfaction, it is followed by the Sunat website (91%) and 
Págalo.pe (90%). Minsa’s Teleatiendo, and Reniec obtained equal percentages with 88%. The 
digital platform that obtained a lower percentage of usefulness was the Migrations web page; 
that is, of the total number of people who used it (6%), 78% of these mentioned that it was 
useful to them. It is important to point out that during the period of time in which the survey 
was conducted, there were problems at Migrations, where the crisis had been dragging on 
since the beginning of 2021 due to the shortage of documents in the face of the large demand 
for applications after the reopening of offices.25 As the website of this institution is the only 
way to request an appointment, it is likely that the survey captured the population's 
dissatisfaction with the crisis. Therefore, the survey may have reflected the frustration of 
people who were struggling to obtain documents or appointments due to the institution's 
difficulties. 

 

                                                             
25 See: Report 000616-2021-DIROP/MIGRACIONES 
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Graph 2. Users and Perceived Usefulness of Digital Platforms from the 

beginning of the pandemic to present  
 

 

 

 

Note: The percentage at the top of each bar represents the proportion of people who used the 
website/application  indicated at the bottom. The percentage inside the bars indicates the 
proportion of people who indicated that they found the web page/application useful. The graph 
answers the following question: Did you find the website useful? In the case of the first bar, it can 
be interpreted as follows: Of the 11% of people who used Págalo.pe, 90% of them found it useful. 
Similar readings can be made for the other digital platforms. Source: IEP Survey (2022). 
Authors. 

 

Graph 3 summarizes perceptions of ease of use among those who used the digital 
platforms. This is an important aspect to take into account, as it is correlated with 
user acceptance and willingness to use them. In fact, achieving high percentages of 
ease of use leads to users recommending the platform.26 The IEP Survey shows that 
83% of the people who used Págalo.pe found it easy to use, making it the platform 
with the greatest ease of use among those surveyed. The Banco de la Nación website 
for opening a DNI account obtained 77%, which is remarkable given the user profile it 
is aimed at low-income individuals who probably have a low level of digital 
appropriation.27 The Sunat and MINSA Teleatiendo websites obtained 75% in the 
area of ease of use. While the Reniec website reached 74%. In contrast, the Migrations 
site, the web page for acquiring or renewing a driver's license and the "DNI Bio-facial" 
application scored the highest difficulty rates, with 29%, 33% and 41%, respectively. 
This level of difficulty not only leads to a frustrating user experience, which is 
reflected in the search for alternatives such as face-to-face instances, but also 
increases the workload of customer service and/or technical support, which ends up 
being more costly in terms of time, human capital, and loyalty for the institution. 

                                                             
26 See: https://tinyurl.com/4duukbwn 
27 Based on survey data, the authors found that those people from urban areas who used the Banco de la Nación web 
page to open a DNI Account were, in fact, people who were in the lowest socioeconomic levels: D and E; and that 
most of them had incomplete secondary education as their highest level of education attainment. 

Págalo.pe Teleatiendo (MINSA) Sunatla Reniec 

https://tinyurl.com/4duukbwn
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Figure 3. Digital platform users who mentioned “ease of use” from the beginning 
of the pandemic to present 

 

 

Note: The data correspond to the response to the following question: "How easy or difficult did 
you find it to use the application or website? Respondents were given three possible responses: 
Easy, Neither easy nor difficult, and Difficult . Only those respondents who mentioned having 
used the corresponding digital platform were asked the question. Source: IEP Survey (2022). 
Authors. 

 
 
 

TABLE 1. Percentage of people WHO mentioned THE USEFULNESS OF digital 
platforms based on THEIR EASE OF use. 
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Note: The data in the first column correspond to the following questions: "Would you say that 
the Págalo.pe web page was useful to you?" and "How easy or difficult did you find it to use 
Págalo.pe?" Respondents were given three possible responses: Easy, Neither easy nor difficult, 
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and Difficult. Similar readings can be made for the other digital platforms. Only those people 
who mentioned having used the corresponding digital platform were asked both questions. 
Source: IEP Survey (2022). Authors. 

Table 1 explores ease of use, in terms of whether or not the user found the digital 
platform useful, as there are cases where platforms/applications can have great 
utility, providing users with the necessary functionality, but have low ease of use 
(users must dedicate a lot of time and effort to learn how to use them). Therefore, 
Table 1 shows that 36% of users said it was “difficult” to open a DNI account on the 
Banco de la Nacion website but—nevertheless—still considered the site useful. A 
similar percentage is found in the site for driver's license procedures (31%); followed 
by the Migrations and the Sunat sites, with 25% of users perceiving them as difficult 
but useful. A much lower percentage is found in the case of the DNI-Biofacial 
application, in which only 8% of those who perceived it as difficult to use, classified it 
as useful. In contrast, high percentages were obtained for those who found it useful 
and also found it easy to use, regardless of the digital platform used. 

On the other hand, 30% of respondents indicated that they had not carried out a 
procedure using any of these digital platforms. What were the main reasons for this? 
Figure 4 reveals that most people in urban areas did not need to carry out any 
procedure (54%), which is in line with the automatic extension granted by the State 
so citizens could continue to use documents such as DNI, driver’s license, among 
others, without renewing them during the pandemic. A smaller but significant 
percentage mentioned their preference to carry out such procedures in person 
(23%). In addition to this, 10% of people in urban areas mentioned that they were 
wary of performing administrative procedures and/or citizen services on digital 
platforms. While 5% indicated that they do not use them because they consider them 
difficult. Smaller percentages are found in the following options: procedures were not 
available (3%) and others (4%). 

 
 

Reasons people give for not using digital platforms 
 

 

Note: The total number of observations reported corresponds to the total number of people who 
said they had NOT used any digital platform (N= 309). Data correspond to the question: what is 
the main reason you did NOT use any of the above digital platforms? Source: IEP Survey (2022). 
Authors. 
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There are still high percentages of distrust of digital platforms and preference for in-
person procedures, despite quicker and safer online alternatives during the pandemic 
(Graph 4). Virtual procedures help applicants avoid crowds and, thus, prevent 
contagion. However, other factors such as lack of digital skills and socioeconomic 
variables hinder the use of these platforms (Mubarak, Suomi, & Kantola, 2020). 
 
Illustrating this is Graph 5, which shows the reasons why digital platforms for 
procedures and citizen services were not used from the beginning of the pandemic 
until now, by age group. Older adults (>60 years) have the highest percentage for the 
option "they are difficult" (80%), compared to 30% of young people and 53% of 
adults. Distrust is also a latent factor among this population, reaching 16% compared 
to 2% among young people. Therefore, the highest percentage of this population also 
prefers to do it in person, compared to young people (24%). Based on this, the need 
arises to (re)formulate strategies to include this population in the digital world and 
provide training that can generate a sense of confidence when carrying out these 
types of procedures virtually. 

 
 

Graph 5. Reasons people give for not using digital platforms, broken down by age 
 

 

Note: The total number of observations reported corresponds to the total number of people who 
mentioned NOT having used any digital platform (N= 309). Data correspond to the question: 
what is the main reason you did NOT use any of the above digital platforms? Source: IEP Survey 
(2022). Authors. 

 
The IEP survey gathered information about citizens' perceptions of the State's 
offering of services over digital channels before and during the pandemic. Out of 943 
urban internet users surveyed, 23% reported no perceived improvement, 63% 
reported "a little" improvement, and 13% reported "a lot" of improvement.  
 
Graph 6 shows that 44% of older adults believe there has been no improvement in the 
offering of services through digital platforms, compared to 23% of adults and 17% of 

They generate 
distrust 

Prefer to do it in 
person 
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young people. In contrast, young people are the most likely to perceive at least "a 
little" improvement, with 69%, and "a lot" with 14%. 

 
 

Figure 6. Perception of citizen services, by age group 
 

 

 

Note: The total number of observations reported corresponds to the total number of people who 
have used the Internet in the last three months (N=925). The question asked was: How much has 
the StateȭÓ online citizen services improved since before the pandemic? Respondents were given 
three possible responses: Not at all, A little, and A lot. Source: IEP Survey (2022). Authors. 

 
The perception of the State's digital services by socioeconomic level was also 
analyzed. Graph 7 shows that 31% of the lowest socioeconomic level (SEL E) reported 
that the State has not improved "at all". The lower the SEL, the higher the 
dissatisfaction percentage. Similarly, the same trend was observed for those who 
perceived a slight improvement in services. In this case, there is a difference of 13 pp. 
between SEL A and SEL E. 

Not at all A little A lot 

Young adults Adults Older adults 
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Graph 7. Perception of THE services OFFERED TO citizens BY THE State, 
according to socioeconomic STATUS 

 

 

Note: The total number of observations reported corresponds to the total number of people 
surveyed who have used the Internet in the last three months (N=925). The data correspond to 
the question: How much has ÔÈÅ 3ÔÁÔÅȭÓ ÏÎÌÉÎÅ ÃÉÔÉÚÅÎ ÓÅÒÖÉÃÅÓ ÉÍÐÒÏÖÅÄ ÓÉÎÃÅ ÂÅÆÏÒÅ ÔÈÅ 
pandemic?" Source: IEP Survey (2022). Authors. 

 
The IEP survey (2022) was also conducted in 2020, allowing for some comparisons 
between the two years. The surveys collected information regarding respondents’ 
perception as to whether "the State is more transparent over the Internet" and 
whether "the State offers more and better services over the Internet." As shown in 
Graph 8, in 2020, 36% and 7% of urban Peruvians disagreed and strongly disagreed, 
respectively, with the first statement, and these figures remained almost unchanged 
in 2022. In addition, for the second statement, it was found that in 2020, 4% strongly 
disagreed and 27% disagreed, and these figures did not vary significantly for 2022. 
These results show that a significant portion of the population still does not perceive 
that the State is making efficient use of the Internet, even more so if there is a general 
lack of trust in the State's capacity to provide more and better quality services. 
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Graph 8. Perceptions ABOUT THE INTERNET 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

Note: Number of respondents in 2020 = 1002 and 2022 = 1016. The total number of 
observations reported in the graph corresponds to the total number of people who have used the 
Internet in the last three months (2020=882, 2022=925). The data correspond to the response to 
the following question "How much do you agree or disagree with the following statements?" 
Source: IEP 2020 and 2022 Survey. Authors. 

 
Trust in government is a determining factor for citizens to use the interactive spaces 
provided by the State. As Colesca (2009) points out, trust is probably one of the most 
important aspects in the implementation of agile state strategies. For these strategies 
to achieve the State’s ambitious goals of developing and providing integrated, high-
quality public services, citizens must trust the entire process. Without trust, citizens 
will not participate. Moreover, if they do not believe that their views are taken 
seriously, their future participation will be lost for a long time. As a result, the 
government will have to make enormous efforts to regain that trust. In addition, the 
government must implement pedagogical strategies that enable and increase digital 
literacy levels, and with it, the use of virtual platforms and ICT devices. 
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V. Assessment 
of the Agile State 

 
Based on the information presented and weighing the principles laid out regarding 
what is expected of an "Agile State," can Peru be considered one of them? This 
analysis considers the level of digitalization in the public sector and the reforms 
implemented for the simplification and digitalization of citizen services and 
administrative procedures during the pandemic. 

As digital technologies become ubiquitous, expectations for government services 
evolve. Citizens increasingly expect high-quality services that are accessible 24/7. 
However, governments have traditionally outsourced technology services, which has 
been a barrier for the public sector to develop its digital capacity and culture. 
Emerging economies and societies are pressing governments to balance the digital 
era and transform public sector operations. Without this, they face significant risks 
such as the provision of poor services, political failures, and a loss of trust in their 
government’s ability to lead in a new era of technological innovation (OECD, 2019). 

It should be emphasized that the digital transformation of the public sector is 
fundamentally about transforming the way government works (how it develops and 
delivers services and policies) rather than developing the infrastructure itself. It is 
about building a new culture, which requires significant inter-agency coordination 
capabilities (OECD, 2019). According to Katz (2015) this institutional change, as a 
result of this digitization process, would generate an additional USD 383 million in  
GDP each year. In addition to this, it is necessary to establish priorities, since fiscal 
resources and execution capacity are limited. The importance of properly prioritizing 
investments is a long-standing recommendation, but it is even more relevant when it 
comes to technology. To this end, economics can help us prioritize different 
opportunities, through a rigorous analysis of costs and benefits in a context of scarcity 
(IDB, 2022). 

As for the digitalization of government services, this was already a trend in several 
countries in the region before the pandemic. For example, in 2017, citizens in OECD 
countries such as Uruguay and Chile already had the option of completing 
administrative procedures online, with numerous government agencies digitized 
(CAF, 2020). However, completing a procedure with the State in Peru, for that same 
year, required 8.6 hours on average and only 29% of Peruvians completed their 
procedure in a single visit (Latinobarometer, 2018). In 2019, of the 4,535 procedures 
managed by the Peruvian central government, only 15.1% could be initiated online 
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and barely 4% could be completed digitally (OECD, 2019). According to Roseth, et al., 
(2018), digital transactions take 74% less time than physical transactions in the 
region and just 3% to 5% of the total cost of face-to-face transactions. 

As of 2022, Peru is ranked 59th out of 193 countries in the E-Government Index and 
in the E-Participation Index it reached a score of 0.7524, which is 12 positions higher 
than in 2020.28  These scores still place the country below the average for the region. 
Additionally, to date, the country has approximately 250 online services in nearly 300 
public entities out of a total of 3,000 registered in the Gob.pe platform. The more than 
40,000 support actions carried out by the Secretary of Government and Digital 
Transformation to comply with the regulatory framework allowed more than 90% of 
Ministries, Autonomous Bodies, State-owned Companies, and Regional Governments 
to implement a digital desk, also recording an increase of 400% in the use of the 
National Platform of Open Data by citizens. In addition, in terms of progress in the 
regulatory framework, the regulations of the Digital Government Law and the 
National Digital Transformation System were approved, as well as the General 
Government Policy 2021-2016,29 together with the incorporation of the Government 
and Digital Transformation Laboratory of Peru to the Ibero-American Network of 
Public Innovation Laboratories.30 

The Peruvian state has been slowly adapting to the use of digital tools o internal 
activities and processes, and this trend accelerated during the pandemic. The 
government has implemented various initiatives, such as virtual desks, online 
customer service channels, virtual hearings, and entirely online procedures and 
digital information services (Calderón, 2021). Some examples of initiatives include 
the massification of electronic payment receipts (CPE), the DNI Account, MINSA's 
Teleatiendo, the Biofacial DNI application, and the Aprendo en Casa website, among 
others. The DNI Account, for example, won the "Good Practices in Public Management 
2022" award granted by Ciudadanos al día CAD.31 This award in the Social Inclusion 
category was given in recognition of the initiative’s success including nearly two 
million Peruvians who were not registered in the banking system up until then.32 
Along the same lines, the government achieved significant successes, which increased 
during the pandemic, for example, with the development of the Single Window for 
Foreign Trade (SWFT), simplifying and reducing foreign trade operations that 
involved face-to-face operations. This greatly helped the export sector in 2020, a year 
in which exports were reduced by 40%. 

 

 

 

As shown throughout the document, based on the results of the IEP survey (2022), 

                                                             
28 Source: https://publicadministration.un.org/egovkb/en-us/Data-Center 
29 Its objective is to ensure inclusive, safe and quality access to the digital environment and the use of digital 
technologies in all regions of the country to consolidate digital citizenship according to their conditions of 
vulnerability and cultural diversity. 
30 Source: https://www.gtacion-brindo-la-plataforma-gob-pe 
31 Private non-profit entity that generates incentives and tools to improve the relationship between the State 
and the citizenry, through information transparency, accountability, citizen participation and oversight, and 
the provision of services Source: https://www.ciudadanosaldia.org/. 
32 Source: cias | El Peruano Official Gazette 

http://www.gob.pe/institucion/pcm/noticias/573690-mas-de-7000-servicios-digitales-de-orien-
http://www.ciudadanosaldia.org/
http://www.ciudadanosaldia.org/
https://www.elperuano.pe/noticia/189288-banco-de-la-nacion-cuenta-dni-gana-el-premio-buenas-practicas-en-gestion-publica-2022


A look at the Agile State 

21 

 

 

there is clear evidence of the efforts being made by the State to provide continuity of 
citizen services and procedures during the pandemic. These efforts can be considered 
"agile" because opportunities were found in the face of the risk of contagion from the 
pandemic; the needs of the population were identified; work was articulated between 
institutions and multiple areas of government; and the role of digital technologies was 
leveraged. Additionally, considering that simplifying procedures is not easy because it 
involves a cultural change that takes time, users of the platforms analyzed in this 
study reported high levels of usefulness and ease of use, reflecting the acceptance of 
the different initiatives provided by the State. 

However, from an institutional perspective, some barriers limit the development of 
agile processes in the Peruvian State, such as the legal framework for government 
procurement and the regulatory framework for the civil service. The experiences of 
Colombia and the United Kingdom in the use of open or digital electronic catalogs for 
procurement would allow for greater flexibility, scale, and efficiency in services, 
prioritizing solutions over the technical specifications of each tool, which can address 
the first limitation. On the other hand, with regard to the second limitation, while the 
Secretariat of Government and Digital Transformation (SEGDI) is playing an 
important role, there is little interest on the part of the Executive and Legislative 
branches in the use of public data and the consideration of digital solutions from the 
design stage (Calderón, 2021), resulting in a regulatory framework that does not 
consider aspects linked to regulatory improvement and the possibility of measuring 
regulatory impact. 

In order to change this paradigm in the use of technology in the public sector, 
government institutions will increasingly need officials who can think of technology 
as a strategic and agile tool to achieve initiatives and services of high value for society. 
This must be understood as prioritizing intelligent investments, that is, opting for 
initiatives that generate great value for the population, can be implemented on a large 
scale, and require limited resources. An example of this can be seen in the Cost-
Benefit Analysis carried out by the IDB (2022) for the adoption of a digital 
mathematics learning platform. It was found that this type of program could generate 
a total net present value of USD 97 million per year with an implementation cost of 
only USD 4 million per year. Therefore, there are opportunities to deploy digital 
public services of great value to society, as long as they are developed based on 
evidence. At this point, the private sector can serve as a guide, as it has been able to 
produce many digital services that currently generate significant value for society. 

Finally, although Peru still has a long way to go in "agile" terms, it is important to 
emphasize that the road to digital transformation cannot only be conceived under 
legal and institutional reforms; it requires a cultural change and appropriation of 
technologies that allow citizens and government to take advantage of the benefits of 
the digitization of public services. As is to be expected, any improvement implies 
certain challenges. In this case, the potential risks and gaps that hinder equitable 
access for all members of society cannot be ignored. However, the use of these agile 
mechanisms—reflected in the simplification of processes, the collection of 
information; monitoring and follow-up, the automation of repetitive tasks, and the 
streamlining of procedures with the citizen—is precisely what is generating an 
improvement in the provision of social services and making them more accessible to 
the most disadvantaged populations. 
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VI. Discussion 

 
The pandemic presented an opportunity for the Peruvian government to improve its 
efforts to digitize processes in the country. As previously mentioned, the institutional 
framework in which these digitalization policies are developed is relevant. Currently, 
there is the SGTD, but as it is attached to the PCM, it lacks autonomy and, therefore, 
negotiation power, which ultimately limits opportunities for improvement. 
Additionally, efforts must be articulated between different levels of government to 
truly carry out a digital transformation. Parameters for levels of attention, user 
experience, and security, among others, are also a fundamental step toward the 
development of digitalization. All of this must be done following clear rules and 
controlling the quality of sectorial and subnational developments. It should be noted 
that it is not enough to have a clear path with the steps to follow, but it also requires 
the commitment of stakeholders. 
 
Security is a major factor to consider when talking about digitalization and agile 
methods. Unfortunately, in Peru, the State, civil society, and the private sector lack a 
culture of personal data protection. Although important steps have been taken in the 
creation of cybersecurity laws in the last decade, the population is still unaware of the 
institutions they should turn to in case of fraud, or scams, among others. For example, 
Indecopi and the ANPDP.  It is important to identify competencies to avoid duplicity 
of functions and, after that, generate dissemination campaigns with relevant 
information on the subject. 

As for the digitalization of citizen services and procedures, it is an interesting advance 
because it allowed them to be carried out remotely, when in-person services entailed 
a risk of contagion. The results of the IEP survey show that there is still room for 
improvement, starting with dissemination initiatives for the use of official platforms 
of the Peruvian State such as Gob.pe and Págalo.pe. In addition, the renewal of identity 
documents and vehicle registrations using digital platforms—even though these two 
administrative procedures were not required because the State issued automatic 
extensions due to the lockdown and allowed the use of expired documents—were the 
most performed procedures during the pandemic. Likewise, the ease of use of most of 
the platforms exceeds 70%. It is important to highlight that despite the fact that some 
users rated as difficult sites like Banco de Nación to open a DNI Account or the MTC 
site for motor vehicle procedures, they still obtained high scores of usefulness. Among 
the main reasons why our urban respondents did not use digital platforms during the 
pandemic were difficulty and lack of trust. 
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In line with the above, users’ perception of citizen services is heterogeneous between 
socioeconomic levels and age. As was to be expected, the lower socioeconomic levels 
perceive that the State has not improved the supply of services at all. The older adult 
population’s perception is similar. These populations are the most disadvantaged in 
terms of access to and appropriation of ICTs,33 , which is why targeted initiatives and 
support for these groups are needed. It is important to mention that our survey has 
not revealed a gender gap, since both women and men reached similar percentages in 
all questions concerning citizen services and procedures. 

Given the relative novelty of these technological services, it is important to consider 
and manage risks. Technical complexity means that governments must pilot-test 
digital applications before making them available to the general public. It must be 
ensured that the user experience is being taken into account. In addition, to make 
services accessible to a broad set of citizens who may have different levels of digital 
skills, the user interface must be intuitive and as user-friendly as possible, allowing 
for them to be accompanied by human support, rather than creating a fully digital 
version of a previously analog service. 

Based on the challenges that remain, the key could be to implement solutions that 
work on the most basic cell phones or through text messaging, which do not require 
an internet connection, with efforts focused on making them accessible to those at the 
lowest socioeconomic levels and in rural areas where there is a significant internet 
access gap. 

With all this, can we say that this is the beginning of a digital transformation? In 
reality, it is difficult to determine, especially as people gradually return to face-to-face 
work. It is likely that digitalization efforts will be put on hold, which wastes the 
potential of what is already advanced in the use of digital and, therefore, that of agile 
methodologies. This will be reflected in losses in the use of data, increased 
transparency, traceability of actions, and simplification of operations, among others. 
Therefore, it is a call to governments to take advantage of the proliferation of mobile 
digital infrastructure—like the private sector does—to deploy more focused digital 
public services that address the different needs of citizens and generate value for 
society. In short, States must provide incentives for digital infrastructure, the 
regulatory framework and the development of comprehensive IT systems. However, 
the most important rule is to prioritize initiatives/programs/projects of high social 
value. 

With all this, could this be the beginning of a digital transformation? It is actually 
difficult to determine, especially as face-to-face interactions slowly return. It is likely 
that digitalization efforts will be put on standby, which would waste the potential of 
what has already been achieved in digital use and agile methodologies. This will be 
reflected in use-of-data losses, increased transparency, traceability of actions, and 
simplification of operations, among others. Therefore, governments should take 
advantage of the proliferation of mobile digital infrastructure—like the private sector 
does—to deploy more focused digital public services that address the various needs 
of citizens and generate value for society. In short, governments should incentivize 

                                                             
33 According to Agüero et al. (2021), older adults in Peru and Colombia suffer from greater disadvantages in the use of 
the Internet because they lack motivation for learning, perceive that they are exposed to online risks that threaten their 
security and privacy, among others. In the Peruvian case, illiteracy is a problem for older adults who were unable to 
access the school system. In addition, Barrantes and Cozzubo (2017) demonstrate the importance of the closest relatives 
in the lives of older adults to encourage the use of the same. 
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digital infrastructure, regulatory framework, and the development of comprehensive 
IT. However, the most important rule is that initiatives/programs/projects with high 
social value should be prioritized.  
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