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EXECUTIVE SUMMERY

El informe revela una integracion total de la fecnologia digital en la vida
cotiNational Tax Agencya de los encuestados, con un uso predominante
de Internet para actividades esenciales como el frabajo, la educacion, la
gestion de tareas diarias y la comunicacion personal. Segun el informe, la
dependencia de Internet y la adaptacion a la economia digital sugieren
que los usuarios estan preparados para integrar mds servicios digitales en
sus vidas. Sin embargo, se observa una variabilidad en las necesidades y
preferencias tecnoldgicas segun la edad y la ocupacion.

El andlisis también destaca una tendencia hacia la digitalizacion de los
procedimientos gubernamentales. La mayoria de los encuestados
prefieren realizar todos sus frdmites de manera virtual, aunque se
menciona la necesidad de mejorar la estabilidad y la capacidad de
respuesta de estas herramientas digitales. A pesar de la preferencia por
los procedimientos en linea, algunos procesos todavia requieren
presencia fisica, lo que indica dreas de mejora en la integraciéon de los
procesos digitales. Ademas, la seguridad de los datos personales en las
plataformas digitales es un factor crucial para la confianza del usuario. En
conclusion, se recomienda un enfoque en la mejora de la estabilidad, la
accesibilidad y la seguridad de los servicios digitales, tfeniendo en cuenta
las variaciones en las necesidades y preferencias tecnoldégicas de los
usuarios segun su edad y ocupacion.







MAIN FINDINGS

1. Widespread use of the Internet: Most respondents use the Internet every
day, indicating that digital technology has been fully integrated into their
daily routines. Constant use of the Internet reflects the need to stay
informed and connected, and the importance of the Internet as a
facilitator of essential activities such as work, education, and managing
daily tasks. (Browsing Habits, 2021, p. 1).

2. Activities carried out on the Internet: The most notable activities are the
use of social networks, work, study and research, and making payments
and carrying out online procedures. This reflects a significant integration of
the Internet into users' daily and professional lives. (Browsing Habits, 2021, p.

1).

3. Most visited websites: Users frequent search and information platforms
such as Google and YouTube, suggesting that searching for information
and entertainment are primary functions of Internet use. Social media sites
such as Facebook and Instagram are also popular, reflecting their
importance in daily communication and entertainment. (Browsing Habits,
2021, p. 1-2).

4. Differences between segments: Students and young professionals tend
to use the Internet for “studying/research” and “job hunting,” while older
adults may focus more on ‘procedures’ and “family communication.” This
suggests that technological needs and preferences may differ depending
on age and occupation. (Browsing Habits, 2021, p. 2).

5. Use of online government services: There is a prevailing trend toward the
digitization of procedures, reflecting a clear preference for the
convenience and efficiency offered by virtual platforms. Respondents
prefer to carry out all their procedures virtually, using applications and
websites from entities such as Insurance Entity, Social Security Agency, and
Financial Institution. (Browsing Habits, 2021, p. 3).

6. Common procedures: Procedures related to tax payments, such as
property tax and withholding tax, are frequently mentioned. In addition,
requesting appointments for various procedures, such as passports and
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Regarding the overall browsing experience, many users highlighted that the
page is well organized and clear, which suggests that the design is intuitive
and facilitates navigation. This aspect is crucial, as good organization and
clarity in design allow users to quickly find the information they need, thus
improving their experience and perception of the portal. However, some
users reported problems with the availability of certain services, which can
generate frustration and affect the overall perception of the portal. The
lack of availability of services can be particularly problematic for users who
depend on these services to complete specific tasks, which could lead to
a decrease in trust and satisfaction with the portal. In relafion to
expectations towards the portal, most users consider that it meets their
expectations, highlighting the clarity of the information and visible benefits.
This is an indication that the portal is meeting the basic information needs
of its users, which is a positive aspect. However, a smaller group expressed
that the portal did not meet their expectations, mainly due to the lack of
availability of certain services or functionalities. This suggests that, although
the portal is effective in many aspects, there are specific areas that require
attention to improve user satisfaction.

In terms of improvements to make the portal more attractive and
functional, some users suggested the inclusion of an online chat to quickly
resolve doubts, which could improve the user experience by providing a
direct and efficient communication channel. An online chat could serve as
a valuable tool to solve problems in real time, which would not only improve
user satisfaction, but could also reduce the workload on other support
channels. In addition, the need to include more local information,
especially from City X, was mentioned, which could make the portal more
relevant for users from different regions. The inclusion of local information
could increase the utility of the portal, as it would provide users with specific
and relevant data for their geographical context, thus improving the
personalization and relevance of the service offered.

The ease of finding information is another highlighted aspect, with most
users finding it easy to locate the information they needed, which indicates
that the portal's structure is effective. A well-designed structure allows users
to navigate efficiently and quickly find the information they are looking for,

diph




e e = e S S g T
o e e - T e T s et




The clarity in the purpose of the sections is another positive aspect, with
most users finding the purpose of the sections clear, which indicates that
the organization and labeling of the sections is effective. This is important
because a clear and logical organization helps users navigate the portal
efficiently and find the information they need without difficulty. However,
one user mentioned that the purpose was not clear, which could indicate
the need to improve the communication of the functionality of certain
sections. Ensuring that all sections are clearly labeled and that their purpose
is evident could improve the user experience and increase overall
satisfaction with the portal.

In terms of recommendations to improve the experience, it was suggested
to improve security and include instructional videos and a help chat, which
could provide additional support and improve the user experience.
Improving security is crucial for user trust, especially in a portal that handles
personal and potentially sensitive information. The inclusion of instructional
videos could help users navigate the portal more effectively, providing
visual guides that explain how to use the different functionalities of the
portal. Finally, most users would recommend the portal, which indicates a
generally positive perception, although one user would not recommend it,
which could indicate specific areas for improvement. Addressing these
areas for improvement could further increase user satfisfaction and
willingness to recommend the portal to others.

In conclusion, although the portal is generally well received, there are
specific areas that could benefit from improvements to better meet the
needs of all user segments. The inclusion of additional features, such as an
online chat and more local information, could significantly improve the user
experience, making the portal more attractive and functional for a wider
audience. By addressing the identified areas for improvement, the portal
could increase its relevance and utility, thus improving the overall
perception and satisfaction of users.

diph



2025
PERCEPTION OF THE
WEB PORTAL AVATAR



2.PERCEPTION OF THE WEB PORTAL AVATAR
2.1. EVALUATION OF THE AVATAR DESIGN

In the analysis of the design of the Digital Citizen Folder Portal avatar, a
predominantly positive perception among users is revealed, with a
significant emphasis on its friendly appearance and its potential to facilitate
interaction with the portal. The aesthetics of the avatar, described as
friendly, beautiful and tender, is a key factor confributing to a positive
emotional connection with users. The colors and facial expressions,
especially the eyes, are highlighted elements that strengthen this
perception. One interviewee mentions that

"the little eyes as I tell you is what maybe caught my attention",

underlining how these visual details can capture attention and generate a
favorable emotional response.

From a functional perspective, the avataris perceived as a valuable digital
assistant, capable of providing help and accompaniment in digital
processes. This suggests that users see the avatar not only as a decorative
element, but as a potentially useful tool to improve the user experience on
the portal. However, doubts are occasionally expressed about its ability to
understand specific questions, indicating a perception of limitation in its
functionality. A relevant comment is:

"Friendly in the sense of maybe a quick direct help not so friendly
because I can ask him a specific and concrete question and he will
not understand me".

This type of observation highlights the importance of not only focusing on
visual design, but also on improving the avatar's ability to effectively
interact with users.

The trust and security that the avatar generates in users is another crucial
aspect. Although some users feel confident when interacting with the
avatar, there is an underlying distrust towards chatbots in general, which
can influence the perception of security. One interviewee highlights:
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"Because as it looks friendly, | mean it gives me confidence to enter the
pagell,

which highlights the duality in the perception of security. This initial trust can
be a determining factor for users to decide to interact more with the portal,
but it is essential fo address concerns about functionality to maintain and
strengthen this trust.

The avatar is also valued for its alignment with modern technology and
arfificial intelligence, reinforcing the perception of innovation and
modernity. This is particularly appreciated by users familiar with technology,
who see in the avatar a representation of the digital era. One interviewee
mentions:

"Technology future and innovation, that's what it causes or
generates me like seeing that kind of image".

This perception of modernity is an aspect that can differentiate the portal
from other platforms, attracting users who value innovation in the digital
tools they use. However, some users perceive it more as a decorative than
functional element, suggesting that its added value can be seen differently
depending on the user. This indicates the need to balance visual appeal
with  practical  functionality fo  maximize its  acceptance.

Differences in the perception of the avatar are influenced by factors such
as age, technological familiarity, and visual preferences. Younger users and
those with greater technological familiarity tend to value the innovation
and modernity of the avatar more, while older users may show more distrust
towards chatbofts. This difference may be due to previous experience and
comfort with technology, where younger users are more accustomed to
interacting with advanced digital interfaces. Those who frequently test new
applications and technological tools are more likely to appreciate the
added value of the avatar and its alignment with artificial intelligence. In
addition, users who value visual and
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