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Resumo

O tema inovagao esta na ordem do dia. Num contexto de globalizacéo, a inovacdo desempenha
um papel fundamental numa organizacao ou instituicdo, para o seu crescimento e igualmente para
a sua sustentabilidade. Também os servicos tém assumido uma posicao fundamental na economia,
representando uma elevada percentagem na criacdo de rigqueza e emprego, 0 que leva a uma
crescente notoriedade deste setor. Tendo em considera¢do que a Administracdo Pablica é uma
atividade ao servico do publico, neste contexto, faz todo o sentido o estudo da inovacdo nos

servicos da Administracdo Publica.

Assim, a presente investigacdo centra-se num objetivo: a anélise e o estudo da dindmica de
inovacdo nos servicos, nomeadamente se as quinze Autarquias da Beiras e Serra da Estrela
implementaram atividades e estratégias de inovagdo nos servicos nos ultimos 2 anos. A
investigacdo teve lugar através da aplicacdo de um inquérito a cada uma das Autarquias, com o

qual se pretendia avaliar o desempenho das mesmas em relacéo a inovagao nos servigos.

O estudo permitiu identificar que os executivos ddo prioridade a novas ideias e maneiras de
trabalhar, mas tém como principal obstaculo & inovacdo a falta de flexibilidade nas leis e
regulamentos. A par desta vertente, nos Gltimos dois anos, as Autarquias tiveram como maior
foco a introdugdo de novos servicos, no entanto, semelhantes aos de outras instituicdes. Como
principal fator de impedimento a inovacdo foram apontados os custos elevados inerentes, a

escassez de apoios financeiros e a falta de funcionarios qualificados.

Concluiu-se que o nimero de funcionarios e as suas habilitacbes académicas ndo influenciam o
comportamento mais inovador das Autarquias da BSE. O cluster mais inovador é o que apresenta
maior percentagem de funcionarios com ocupag0es criativas. O cluster mais dindmico e proativo
apresenta melhores resultados no aumento da eficiéncia dos servicos, em melhorar os servi¢os
online e na satisfacdo do Municipe. Em relacdo as principais barreiras as atividades de inovagé&o,
o cluster menos inovador identifica os fatores politicos e o cluster mais inovador os custos

elevados associados ao processo de inovacao.

Palavras-chave: Inovacdo, Inovacdo nos Servicos, Administracdo Publica



Abstract

The theme of innovation is on the order of the day. In a context of globalization, innovation plays
a key role in an organization or institution, for its growth and also for its sustainability. Services
have also assumed a key position in the economy, representing a high percentage in the creation
of value and employment, which leads to a growing notoriety of this sector. Taking into
consideration that Public Administration is an activity at the service of the public, in this context,

it makes sense to study innovation in Public Administration services.

This research focuses on one objective: to analyze and study the dynamics of innovation in
services, namely if the 15 Municipalities of Beiras e Serra da Estrela have implemented
innovation activities and strategies in services in the last 2 years. The research was carried out
by the application of a survey to each of the Municipalities, with the aim of evaluating their

performance in relation to innovation in services.

The study identified that Executives give priority to new ideas and ways of working, but have as
main obstacle to innovation the inflexibility of laws and regulations. In addition, in the last 2
years, the main focus of the Municipalities was the introduction of new services, however, similar
to other institutions. As the main factor hindering innovation were indicated the inherent high

costs, the scarcity of financial support and the lack of qualified employees.

It was concluded that the number of employees and their academic qualifications do not influence
the most innovative behavior of the BSE Municipalities. The most innovative cluster has the
highest percentage of employees with creative occupations. The most dynamic and proactive
cluster shows better results in increasing the efficiency of services, in improving online services
and in citizen satisfaction. Regarding the main barriers to innovation activities, the least
innovative cluster identifies political factors and the most innovative cluster the high costs

associated with the innovation process.

Keywords: Innovation, Innovation in Services, Public Administration
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