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Abstract

The research focuses on the urgent need to digitize management processes in institutions that protect women in
vulnerable situations. The objective is to propose a comprehensive digital model that improves the administrative
and operational management of shelters and support centers in Coacalco, State of Mexico, through a social
innovation approach that ensures safety and efficiency in care. A qualitative and descriptive methodology is used,
which includes a review of administrative protocols and interviews with staff to assess the current situation. This
helps identify problems in information flow and resource management. The expected outcome is a digital
architecture that enables real-time case tracking, the systematization of social impact indicators, and reduced
response times. In conclusion, this digital ecosystem not only modernizes the infrastructure but also empowers
institutions to better protect service users.

Digital Ecosystems for the Administrative Management of Women’s Shelters and Support Centers: A Social
Innovation Approach in Coacalco
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This research is motivated by the urgent need to
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Resumen

La investigacion se centra en la urgente necesidad de digitalizar los procesos de gestion en instituciones que
protegen a mujeres en situacion de vulnerabilidad. El objetivo es proponer un modelo digital integral que mejore
la gestion administrativa y operativa de refugios y centros de apoyo en Coacalco, Estado de México, mediante un
enfoque de innovacion social que asegure la seguridad y eficiencia en la atencion. Se utiliza una metodologia
cualitativa y descriptiva, que incluye una revision de protocolos administrativos y entrevistas al personal para
diagnosticar la situacion actual. Esto ayuda a identificar problemas en el flujo de informacion y gestion de recursos.
Se anticipa que el resultado sera una arquitectura digital que permita el seguimiento en tiempo real de casos,
sistematizacion de indicadores de impacto social y reduccion de tiempos de respuesta. En conclusion, este
ecosistema digital no solo moderniza la infraestructura, sino que empodera a las instituciones para proteger mejor
a las usuarias.

Ecosistemas digitales para la gestion administrativa de refugios y centros de apoyo a mujeres: Un enfoque de
innovacion Social en Coacalco
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1. Diagnosis
2. Requirements Analysis
3. Model Design

Esta investigacion surge de la urgente necesidad
de avanzar hacia una Administracion Publica 4.0
que no solo sea eficiente, sino también
profundamente humana. En el municipio de
2 z Coacalco, la fragmentacion de la informacion

‘ fa) _ (R) act(ia como una barrera que perpetua la situacion
- =3 | &

<4 T de las mujeres.
SR 'v" AN '_L'..".'_".\‘ -
\X] "‘, p ; T” = 4 23
] , 3 o 1

— || by

w9 N < \ -
- ) e ALl ~ | ol "
- N - Y v
i S, M@
=7 ) ) { > Y \he
= v 2 ! ~5 4
" f N -1
- ! -4 -:-*LL.__ una ’
o, r |Be) =

Ecosistemas Digitales, Gestion de procesos administrativos, Innovacion




37
Introduction
State of the Art 2023-2026

The digital transformation of public administration is no longer merely a practical matter; it has become
a debate about the quality of the state, the protection of rights and the actual capacity to address complex
social problems. In the most recent debates, algorithmic efficiency is understood not merely as speed or
time savings, but as the ability to organise information, reduce duplication, strengthen traceability and
free staff from repetitive tasks so that they can focus on providing personalised support. This discussion
is particularly relevant in institutions serving women experiencing violence, because in such contexts
technology cannot be measured solely by its technical performance, but by its ability to prevent
revictimisation, safeguard sensitive data and facilitate timely responses without breaking the bond of care
between the institution and the service user. (OECD, 2023).

In Latin America and the Caribbean, recent literature on digital government has emphasised that
the technological transformation of the public sector must be built on a people-centred approach,
supported by interoperable data and aimed at improving the state’s responsiveness. The OECD has noted
that governments making progress in digital maturity are those capable of establishing integrated
databases, designing coherent strategies and using information to strengthen institutional resilience and
proactivity. In this context, interoperability is no longer a secondary consideration, but a fundamental
prerequisite for public bodies to act in a coordinated manner and prevent service users from having to
repeat their stories time and time again. In the case of support for women who are survivors of violence,
this fragmentation not only leads to administrative inefficiency, but also to emotional strain, a loss of
continuity in the process, and risks associated with the scattered management of information.
(CEPAL.org, 2023).

From a gender perspective, contemporary debates show that technology is not neutral and that its
effects depend on the way in which it is designed, organised and applied. D’Ignazio and Klein (2020)
argue that data analysis is shaped by power relations, meaning that information systems can both reveal
and conceal inequalities. In public institutions working on gender-based violence, this warning takes on
particular importance, as recording categories, classification mechanisms and assessment criteria can
reproduce biases or render trajectories of vulnerability invisible. For this reason, data feminism proposes
a different way of constructing public information, where the aim is not merely to count cases or speed
up procedures, but to generate useful knowledge for caring for, protecting and redistributing institutional
power. In line with this approach, a digital ecosystem for shelters and support centres must prioritise
confidentiality, restricted access, data integrity and the traceability of each case file, so that the use of
data does not expose the service user or exacerbate her situation of risk.

The discussion on women’s economic autonomy also occupies a central place in recent literature.
ECLAC has warned that a recovery based on equality requires policies that strengthen women’s
integration into the labour market, expand their economic capabilities and reduce the structural
inequalities that limit their financial independence. Complementarily, UN Women has emphasised that
the gender digital divide continues to perpetuate accumulated disadvantages, particularly when it
overlaps with the burden of care, job insecurity and unequal access to technological resources. In this
regard, economic autonomy cannot be approached solely as an immediate outcome of institutional
support, but rather as a sustained process requiring monitoring, training, genuine income-generating
opportunities and ongoing support following the initial intervention. Consequently, local productive
programmes must be evaluated not only by the number of women enrolled, but also by their retention,
their integration into the labour market, the continuity of their income and the effective reduction of their
economic dependence over time. (CEPAL.org, 2023).

This approach aligns with a contemporary conception of the state as an agent of social innovation.
Bedoya-Parra et al. (2024) argue that the entrepreneurial state must focus on resolving specific public
missions and not merely on managing bureaucratic routines. In this vein, digitalisation makes sense when
it helps to reduce operational burdens, improve coordination between departments and support more
effective and humane public policies. However, this transition is only legitimate if it retains a care-based
approach, because in contexts of gender-based violence, technology cannot replace listening, empathy
or the protection of life.


https://www.oecd.org/en/publications/digital-government-review-of-latin-america-and-the-caribbean_29f32e64-en.html
https://www.cepal.org/es/publicaciones/48701-la-igualdad-genero-la-autonomia-mujeres-ninas-la-era-digital-aportes-la
https://www.cepal.org/es/publicaciones/48701-la-igualdad-genero-la-autonomia-mujeres-ninas-la-era-digital-aportes-la
chrome-extension://efaidnbmnnnibpcajpcglclefindmchrome-extension:/efaidnbmnnnibpcajpcglclefindmkaj/https:/www.redalyc.org/journal/2654/265478502018/265478502018_1.pdfkaj/https:/www.redalyc.org/journal/2654/265478502018/265478502018_1.pdf
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On the contrary, it must function as a ‘silent’ infrastructure that allows staff to devote more time
to direct support and less to the repetitive collection of information. Thus, algorithmic efficiency ceases
to be an isolated goal and becomes a tool for strengthening humanistic care and the institutional capacity
to protect rights.

The ethics of care also provides an indispensable theoretical foundation for this study. Martinez
Flores and Pujal i LIombart, et al (2021) argue that public care services must recognise vulnerability as
a condition that demands empathetic, responsible institutional practices aimed at sustaining processes of
well-being. This perspective is fundamental to understanding that a digital platform does not replace
human interaction, but can facilitate it by reducing repetitive administrative tasks, improving the
organisation of information and minimising the exposure of sensitive data. In institutions serving women
survivors, the value of digitalisation lies not only in its capacity to store information, but also in its
potential to free up staff time, reduce the emotional burden on service users and enable a more dignified,
orderly and secure intervention.

In the case of Coacalco, these considerations are particularly relevant, as the study’s findings
reveal a management system that remains fragmented, reliant on physical files, scattered records and
limited inter-institutional communication. This situation aligns with recent literature highlighting the
limitations of traditional administrative models in contexts of high social complexity. When information
does not flow between departments, service delivery becomes slow, institutional memory becomes
fragmented, and service users are forced to repeat accounts that should be protected and not re-exposed.
Therefore, the proposal for a single digital record not only addresses an operational need but also fulfils
an ethical and political imperative to build an administration more consistent with care, data protection
and social justice.

Building on this discussion, economic autonomy must be understood as an indicator of long-term
impact and not merely as an indirect consequence of public intervention. If a productive programme fails
to demonstrate sustainability, income stability, ongoing training and an improvement in living conditions,
then its effectiveness remains incomplete. Contemporary literature on digital transformation and gender
inequality emphasises that public policy must incorporate longitudinal monitoring mechanisms to
ascertain whether initial benefits are actually sustained over time. In this regard, the aim of this study is
to design a system that not only captures input data but also enables the monitoring of trajectories, the
comparison of progress and the evaluation of actual outcomes in terms of economic autonomy, social
reintegration and risk reduction.

Thus, the theoretical framework of this research rests on four interlinked pillars. The first is
algorithmic efficiency, understood as a means of freeing up time and reducing bureaucratic burdens. The
second is humanistic public management, which prioritises dignity and care over purely administrative
logic. The third is economic autonomy as a prerequisite for a sustainable exit from violence. The fourth
is the need for diagnostic tools with longitudinal monitoring that enable the real impact of local
productive programmes to be measured. Taken together, these elements help us understand that
digitalisation should not be assessed solely on the basis of its technical modernisation, but rather on its
effective contribution to the protection, continuity of support and strengthening of women’s autonomy.

Recent literature and contemporary debates

Over the last three years, the discussion on public digitalisation has shifted from focusing solely on
operational efficiency to incorporating debates on data justice, institutional traceability and humanistic
care. In the field of public administration, algorithmic efficiency is increasingly valued not for speed in
itself, but for its ability to reduce bureaucratic burdens without displacing empathetic care or producing
new forms of exclusion. From this perspective, automation should be understood as a support
infrastructure rather than a substitute for human connection.

At the same time, recent literature on data feminism and applied ethics warns that the collection
of information in contexts of gender-based violence can reproduce biases if coverage or productivity
metrics are prioritised over safety, confidentiality and the experiences of female users. For this reason,
digital ecosystems in public services must be designed with longitudinal indicators that make it possible
to assess whether programmes genuinely improve economic autonomy, sustain participation in training
programmes and reduce the recurrence of cycles of dependency.


https://www.scielosp.org/article/scol/2021.v17/e2966/
https://www.scielosp.org/article/scol/2021.v17/e2966/
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Consequently, a human-centred approach to public administration requires that technology be
assessed not only for its ability to streamline procedures, but also for its capacity to preserve dignity,
minimise revictimisation and produce verifiable results over time. This implies that diagnostic systems
must include follow-up monitoring, the measurement of progress trajectories and the evaluation of actual
long-term effects, particularly in productive programmes aimed at women in vulnerable situations.

Statement of the problem

In the municipality of Coacalco de Berriozabal, support for women who are survivors of violence faces
a structural paradox: whilst state regulations and the Sustainable Development Goals (SDGs) demand
comprehensive and prompt responses, local administrative practice remains rooted in analogue and
fragmented models. This technological disconnect is not merely a technical shortcoming, but a barrier
that undermines the dignity of service users.

The crux of the problem lies in the fragmentation of information. Currently, support institutions operate
as silos, where the use of physical files and isolated databases forces women to recount their experiences
of violence repeatedly at each agency (Institute for Women, DIF, Public Safety). This phenomenon of
administrative revictimisation drains the survivor’s emotional resources and delays institutional response
times, moving us further away from the goals of the 2030 Agenda.

Furthermore, the lack of a digital ecosystem prevents the tracking of economic autonomy. Without
integrated data, the municipal administration cannot accurately measure whether support programmes
are achieving genuine integration into the labour market or whether women remain trapped in a cycle of
dependency. Insecurity regarding the safeguarding of sensitive information and the lack of technical
interoperability turn bureaucracy into an obstacle to social justice.

The research question therefore arises: How can a digital ecosystem designed with a focus on
social innovation and humanism optimise administrative management in Coacalco to strengthen the
economic autonomy and protection of women who are survivors of violence?

Gender-based violence is not merely a violation of women’s physical and psychological integrity;
it also manifests as a structural barrier that prevents their full development in both the public and private
spheres. According to the 2021 National Survey on the Dynamics of Household Relationships
(ENDIREH), 70.1 per cent of women aged 15 and over have experienced at least one incident of violence
in their lifetime, with economic violence being one of the most prevalent and silent forms, affecting 27.4
per cent of women in intimate partner relationships (INEGI, 2022). This financial dependence acts as a
mechanism of control that undermines decision-making capacity. For this reason, the transition towards
digitalisation offers a unique window of opportunity: it allows for flexible working hours, access to global
markets and continuous training — vital elements for those who must rebuild their lives through resilience.

Historically, the approach to violence against women has centred on welfare-based models and
immediate protection, such as shelters and emergency psychological support. Whilst these interventions
are vital for survival, international experience has shown that, without an exit strategy guaranteeing
financial independence, a high percentage of women were forced to return to the violent environment
due to a lack of resources. Following the adoption of the Beijing Platform for Action, economic autonomy
began to be conceptualised not only as a human right, but also as a prerequisite for the eradication of
structural violence (ECLAC, 2023). At a technological level, Artificial Intelligence (Al) and Digital
Psychoeducation have emerged as disruptive tools. A notable example is the development of intelligent
chatbots with a gender perspective, such as the ‘Violetta’ platform, which uses Al to offer personalised
guidance and connect users with employment opportunities and support networks anonymously and
securely (Tec de Monterrey, 2025). These developments help to lower the barriers to entry for women
who, due to fear or stigma, do not access physical institutions, thereby facilitating their participation in
financial and technical education programmes remotely.


https://www.inegi.org.mx/programas/endireh/2021/
https://www.inegi.org.mx/programas/endireh/2021/
https://www.inegi.org.mx/
https://oig.cepal.org/es/documentos/nota-la-igualdad-ndeg-16-20-anos-la-declaracion-la-plataforma-accion-beijing
https://conecta.tec.mx/es/noticias/santa-fe/emprendedores/con-ia-y-psicoeducacion-mexicana-busca-erradicar-violencia-de-genero
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Conceptual Framework and Typology of Violence

Violence against women is not an isolated incident, but a system of oppression that manifests itself in
many forms. According to Mexico’s General Law on Women’s Access to a Life Free from Violence
(LGAMVLYV) and its counterpart in the State of Mexico, the Law on Women’s Access to a Life Free
from Violence in the State of Mexico, various types of abuse are recognised. These include
psychological, physical and sexual violence and, of particular relevance to this project, economic and
property-related violence. The latter is defined as the control of income, the dispossession of assets or
the restriction of resources necessary for survival, which creates a dependency that prevents women from
escaping the cycle of abuse. (Chamber of Deputies, 2023).

According to the National Survey on the Dynamics of Household Relationships (ENDIREH,
2021), 70.1 per cent of women aged 15 and over in Mexico have experienced at least one incident of
violence in their lifetime. The State of Mexico presents alarming figures, consistently lying above the
national average. Nationally, 27.4% of women have reported economic or property-related violence
(INEGI, 2022).

Women Survivors

The concept of ‘survivor’ is fundamental. According to UN Women (2022), a survivor is a woman who,
having experienced the trauma of violence, begins a process of regaining her agency. However, data from
the Executive Secretariat of the National Public Security System (SESNSP, 2023) indicate that the State
of Mexico leads the country in 911 emergency calls regarding domestic violence, highlighting the
existence of a vast population in urgent need of mechanisms for economic autonomy to prevent them
from falling back into the cycle of violence.

Digital Management Ecosystem

This is defined as an integrated technological environment that enables the interoperability of data,
processes and services across various agencies to optimise decision-making. According to the OECD
(2020), digital ecosystems in the public sector should focus on designing proactive services that reduce
the administrative burden on citizens. In the context of public administration, (Navarrete Villalba, 2017)
argues that the Fourth Industrial Revolution requires institutions to use network technologies to create
social value and protect individual privacy.

The National Institute for Women [INMUJERES] (2022) states that economic autonomy is the
cornerstone for breaking the cycle of violence. For its part, ECLAC (2021) indicates that, to achieve an
equitable recovery, it is imperative that local governments implement systems that link social protection
with productive empowerment, integrating women into the digital economy.

Administrative Management with a Humanistic Approach is a management model that prioritises
dignity, empathy and human rights over traditional bureaucratic indicators. (Bedoya-Parra et al., 2024)
propose that the State should act as a purpose-driven ‘entrepreneurial State’, where administrative
success is measured by its capacity to fulfil social missions. In this sense, humanistic management
involves what D’Ignazio and Klein (2020) term ‘data feminism’, where information is collected not to
control, but to care for and highlight the needs of marginalised populations.

In recent years, public sector automation has taken on a central role in the debate on state
modernisation, service improvement and the strengthening of institutional capacity. However,
contemporary literature warns that the adoption of artificial intelligence in the public sector cannot be
assessed solely on the basis of its operational efficiency, but rather on its ability to uphold principles of
transparency, accountability, human oversight and respect for fundamental rights. In this regard, the
OECD has noted that the use of artificial intelligence in government can increase productivity,
responsiveness and the quality of public services, but it also requires safeguards to prevent errors, opaque
decision-making and over-reliance on technology OECD, et al (2024). Complementarily, the G7’s
Toolkit for Artificial Intelligence in the Public Sector emphasises that governments must translate the
principles of trust, security and accountability into concrete policies, particularly when automated
systems are involved in sensitive citizen service processes.


https://www.diputados.gob.mx/LeyesBiblio/index.htm
https://www.inegi.org.mx/programas/endireh/2021/
https://www.inegi.org.mx/programas/endireh/2021/
https://www.inegi.org.mx/tablerosestadisticos/vcmm/
https://www.gob.mx/sesnsp/documentos/informe-de-violencia-contra-las-mujeres
https://oecdecoscope.blog/2025/12/02/un-sector-publico-mas-digital-para-una-america-latina-mas-productiva/
https://oecdecoscope.blog/2025/12/02/un-sector-publico-mas-digital-para-una-america-latina-mas-productiva/
https://www.youtube.com/watch?v=VlegcaseYZc&t=53s
https://www.cepal.org/es/publicaciones/46633-la-autonomia-economica-mujeres-la-recuperacion-sostenible-igualdad
https://direct.mit.edu/books/book/4660/Data-Feminism
https://www.oecd.org/es/publications/gobernar-con-la-inteligencia-artificial_dc00e56a-es/full-report/ai-in-public-service-design-and-delivery_09704c1a.html
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From this perspective, public automation with an ethical approach does not involve replacing
human judgement with algorithmic rules, but rather designing systems that expand the state’s capacity
without undermining the protection of service users. UNESCO’s recommendation on the ethics of
artificial intelligence emphasises that any application of Al must uphold human dignity, transparency,
equity and meaningful human oversight, as well as incorporating a gender perspective throughout the
entire system lifecycle. This emphasis is particularly relevant for institutions serving women
experiencing violence, where any error in data handling, any bias in classification or any uncontrolled
automation can result in exclusion, revictimisation or a direct risk to the user’s safety. Consequently,
ethical automation should not be viewed as a mere digitisation of procedures, but rather as a means of
reorganising public services based on care, proportionality and enhanced protection of sensitive data. UN
Women (2023).

The risk of algorithmic bias is one of the most widely discussed topics in recent literature.
International studies and position papers agree that automated systems can reproduce inequalities if they
are trained using incomplete, historical or unbalanced data, or if they are designed without considering
the differential impact they have on historically marginalised groups. UNESCO warns that artificial
intelligence can reinforce stereotypes, discrimination and exclusion, particularly when used without
impact assessments or corrective mechanisms. Furthermore, recent documents on Al governance
highlight that the risk lies not only in the algorithm itself, but also in the quality of the data, the lack of
transparency in the models and the absence of oversight mechanisms. In the public sector, these warnings
are crucial because a biased automated decision can affect access to support, incorrectly prioritise cases
or render the urgent needs of vulnerable populations invisible. (Digital, 2023).

In the context of gender, these risks are even more acute. The UNESCO (2024) study on artificial
intelligence and gender notes that women remain under-represented in research, design and technological
leadership roles, which limits the diversity of perspectives in the development of digital systems. Added
to this is the fact that women may face discrimination, disinformation, stereotypical representation and
exposure to harmful content generated or amplified by algorithmic systems. In institutional contexts, this
means that the evaluation of a digital tool cannot be limited to its technical functioning, but must
incorporate questions about who designs it, using what data, under what assumptions and with what
effects on equality. Consequently, the contemporary approach to algorithmic governance requires audits,
ethical impact assessments and control mechanisms that enable us to detect whether the system
reproduces inequalities or, conversely, helps to correct them.

The perspective of data feminism provides a particularly useful theoretical foundation for this
study, as it shifts the focus from the mere accumulation of information to the way in which data is
produced, organised and used. In an institution that supports women who are survivors of violence, data
cannot be treated as a neutral or purely administrative resource, as every field, every classification and
every report can affect a service user’s safety and experience. Recent discussions on Al ethics and data
governance emphasise that decision-making must be guided by principles of human rights, inclusion and
vigilance against structural biases. Within this framework, data feminism not only challenges the
invisibilisation of women in digital systems, but also proposes designing infrastructures capable of
recognising their experiences, reducing institutional harm and supporting more dignified and safer care
pathways. (UNESCO, 2024 et al)

The user experience has also become a decisive criterion in the evaluation of public technologies.
Recent literature on digital government emphasises that the quality of a system is not measured solely by
its ability to automate tasks, but by its capacity to make interaction with the state more accessible,
understandable, reliable and useful. In social care institutions, this means that technology must simplify
the access pathway, reduce administrative friction and allow staff to focus on providing personalised
support. In this context, user experience should not be understood as a market category, but as a
dimension of the right to be treated well by public institutions. When a platform ensures that a woman
does not have to repeat her story, that her file is transferred securely between departments, and that staff
have time to listen, then technology becomes a tool for care rather than a bureaucratic barrier. (OECD,
et al 2023).


https://lac.unwomen.org/es/digital-library/publications/2023/02/la-igualdad-de-genero-y-la-autonomia-de-las-mujeres-y-las-ninas-en-la-era-digital
https://lac.unwomen.org/es/digital-library/publications/2023/02/la-igualdad-de-genero-y-la-autonomia-de-las-mujeres-y-las-ninas-en-la-era-digital
https://www.oecd.org/en/publications/2023-oecd-idb-digital-government-index-of-latin-america-and-the-caribbean_10b82c83-en.html
https://www.unesco.org/es/articles/ia-generativa-un-estudio-de-la-unesco-revela-pruebas-alarmantes-de-estereotipos-de-genero-regresivos
https://www.oecd.org/en/publications/digital-government-review-of-latin-america-and-the-caribbean_29f32e64-en.html
https://www.oecd.org/en/publications/digital-government-review-of-latin-america-and-the-caribbean_29f32e64-en.html
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Institutional care, for its part, is increasingly emerging as a criterion of legitimacy for public
innovation. In contexts of gender-based violence, it is not enough for a tool to be functional; it must also
be sensitive, secure and consistent with the needs of the population being served. UNESCO has
emphasised that the ethical governance of Al must incorporate risk assessment, human oversight,
institutional accountability and social participation in the design of systems. This aligns with the idea
that public administration must provide services that are not only efficient, but also trustworthy, fair and
protective. Consequently, the quality of a digital ecosystem for shelters and support centres must be
measured by its ability to uphold confidentiality, reduce revictimisation and strengthen support, not
merely by the number of automated processes. UNESCO, et al (2024).

In summary, recent contributions agree that ethical public automation, the control of algorithmic
biases, data feminism and user experience must be integrated within a single framework of institutional
care. For the present study, this means that the proposed digital ecosystem cannot be assessed solely on
the basis of its technical efficiency, but rather on its capacity to improve care, protect service users and
generate reliable information to measure the actual impact of interventions. Under this logic, technology
must operate as an invisible support for humanistic public management; that is, as a means of freeing up
time, protecting rights and strengthening women’s paths to autonomy.

The State and Social Innovation

Contemporary public administration has evolved towards a ‘Entrepreneurial State’ model, where
technology is not an end in itself, but a vehicle for addressing critical social challenges. According to
Navarrete Villalba (2017), institutions must direct their capacity for innovation towards solving pressing
problems, such as inequality and violence. In Coacalco, this translates into an approach that prioritises
women’s wellbeing over bureaucratic inertia.

The digitalisation of the public sector requires a transition from ‘e-government’ to ‘smart
government’. According to the OECD (2020), interoperability is the cornerstone that enables various
agencies to act as a single entity in their dealings with citizens. This concept is vital when providing
support to survivors of violence, since, as Schwab (2017) points out, the integration of systems in the
Fourth Industrial Revolution must ensure that technology is inclusive and protects the integrity of
personal data.

The handling of information on gender-based violence requires a higher standard of ethics.
D’Ignazio and Klein (2020) propose “Data Feminism”, a theory that questions how information is
collected and used to challenge power structures. In this regard, a digital ecosystem not only organises
data but also brings to light realities that have historically been silenced, enabling the municipal
administration of Coacalco to make decisions based on empathetic evidence rather than merely statistical
data.

Model of Technological Acceptance in Social Institutions

The success of the technical proposal in the municipality depends on perceptions of its usefulness
and ease of use. (Yong Varela and Rivas Tovar, 2016), if staff at the Women’s Institute perceive that the
digital ecosystem reduces their administrative burden and protects service users, adoption will be organic.
However, change management must address ‘technophobia’ or resistance to organisational change by
transforming perceptions of the tool: from a system of control to a humanistic support system.

Organisational Culture and the Ethics of Care

In organisations addressing gender-based violence, the culture must shift towards an “Ethics of Care”
(Martinez Flores and Pujal i Llombart, 2021). This implies that Coacalco’s administrative structure must
move away from a rigid hierarchy to become an interconnected support network. Under this approach,
digitalisation is not cold automation, but rather the infrastructure that underpins sisterhood and
institutional empathy.
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Methodology

This research adopts a qualitative approach, with a descriptive-propositional scope and a non-
experimental, cross-sectional design, centred on the case study of the municipality of Coacalco de
Berriozabal.

A situational assessment was carried out through an analysis of the current administrative
infrastructure in the municipality’s support centres; it was found that case files are managed in paper
form and that security levels for sensitive information are low. In phase 2, a requirements analysis was
carried out by identifying the specific needs of the female social workers, psychologists and
administrative staff who provide support at the centres for women survivors in the area.

The final phase involves proposing a logical structure for the digital ecosystem, including service
modules, secure databases, etc.

Staff testimonies reveal a fundamental tension between the need for administrative efficiency and
the duty of institutional care. The responses reveal that duplicate data entry, the physical handling of files
and fragmented communication between departments not only slow down the process but also affect the
quality of support provided. In this regard, the testimonies should not be read as isolated anecdotal
evidence, but rather as qualitative indicators of a structural failure in information governance.

However, caution is required when interpreting them: as they come from operational staff directly
involved in day-to-day management, the responses may be influenced by institutional desirability bias,
work-related fatigue or a tendency to attribute failures to the technological system rather than to broader
organisational problems. It is therefore advisable to cross-check them against protocols, documentary
observation and monitoring indicators.

Data Collection Techniques and Instruments
A. Semi-structured interviews with experts

The semi-structured interviews were conducted with management and administrative staff at the
Women’s Institutes in Coacalco or in public safety departments and gender-focused police units involved
in gender-related support services. The aim was to gather accounts of technical limitations in case
management and the duplication of administrative functions. An interview script was used covering the
following areas: Data Security, Process Efficiency and Technological Barriers.

B. Focus Groups with Operational Staff

Focus group discussions were held with social workers and psychologists providing first-point-of-contact
support in the municipality, with the aim of understanding the ‘critical path’ a woman follows when
seeking support and how technology could reduce administrative revictimisation. To this end, two group
sessions were held to identify pain points in the flow of information between municipal departments.
When comparing these findings with recent literature, it is evident that the demand for integrated digital
systems aligns with the contemporary trend towards building proactive, interoperable and user-centred
public services. However, the evidence also warns that algorithmic efficiency can have
counterproductive effects if implemented without bias controls, data auditing or longitudinal evaluation.
In contexts of gender-based violence, a faster system is not necessarily a better system if it does not
guarantee safety, case traceability and continuity of support until economic autonomy is achieved.

C. Literature Review and Analysis Matrix
We reviewed organisational manuals, current care protocols in Coacalco and the State of Mexico’s Law

on Women’s Access to a Life Free from Violence; this information was examined using data sheets to
compare current processes against international standards for digital management.
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Definition of the Population and Sample in Coacalco

The population is strategically segmented at the institutional level. The subjects of the study consist of
staff assigned to gender-based violence support units in Coacalco, such as the Municipal Institute for
Women and search/immediate response teams. Sampling is non-probabilistic and based on convenience,
selecting officials with at least six months’ experience in providing support or managing cases of violence
within the municipality, as staff with access to internal administrative management processes are
required.

Data collection

In the situational analysis of the administrative infrastructure in Coacalco, case management in municipal
units (such as the Municipal Institute for Women and the Search Teams) currently operates under a
hybrid-analogue model. In this model, 70 per cent of the initial documentation (initial contact and
psychological interviews) is carried out on paper, resulting in bulky files and delays in retrieving records.
Basic office tools (Excel spreadsheets) are used for monthly statistical reports, but there is no
interconnected case management system that allows the psychological, legal and social work departments
to view the user’s comprehensive history in real time. There is a disparity in computer equipment; whilst
the administrative departments have functional workstations, the frontline service departments often lack
up-to-date equipment for immediate data entry. Consequently, there is no automated connection to state
databases (such as those of the Attorney General’s Office of the State of Mexico), which necessitates the
duplication of data entry and increases the administrative burden (bureaucratic revictimisation).

As physical files are used, access control relies on locks and locked filing cabinets, which is
insufficient under the standards of the State of Mexico’s Law on the Protection of Personal Data Held by
Obligated Entities. In digital management (emails and commercial, non-institutional cloud services),
end-to-end encryption protocols are not applied, which poses a risk to the confidentiality of women in
high-risk situations.

Functional Requirements for Management Capacity.

There is a need for a ‘single digital record’ that allows controlled access between the Women’s Institute,
the Search Unit and the municipal DIF system, thereby preventing service users from having to repeat
their stories. The automation of monthly reports is required to feed into the SDG 5 indicators and the
State System for Women’s Access to a Life Free from Violence (SEAMVLYV).

Given the nature of the population in Coacalco, the system architecture must incorporate end-to-
end encryption; sensitive data such as addresses, perpetrators’ names and testimonies must be encrypted
under strict protocols to prevent data leaks in the event of a breach of local hardware. Therefore, an
immutable audit trail must be implemented to record who accessed a file, when and for what purpose,
thereby ensuring administrative transparency. The software must be intuitive and lightweight, capable of
running on the mid-range computers identified in the Phase | assessment.

The system must allow women survivors to check the status of their administrative or legal
proceedings securely via a web platform featuring a ‘quick exit button’ for safety.

Therefore, a single digital case management module is required to centralise legal, psychological
and medical information. It must implement “technical interoperability”, allowing data to flow securely
between the Municipal Institute for Women and other agencies in Coacalco without the woman having
to repeat her story. In turn, there must be a system for monitoring economic autonomy (SDG 8) that
connects service users with administrative training programmes and local job boards, measuring their
progress towards financial independence through talent management indicators.

Administrative Implementation Protocol
To ensure the model is sustainable in Coacalco, a Data Governance framework is proposed:

1. A training programme is required for municipal civil servants on the use of the platform, data
ethics and awareness of individual cases.
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2. Cloud infrastructure, where sensitive data is stored on local servers encrypted to international
security standards.

Data Analysis and Results

The following data were obtained from the semi-structured interviews conducted with civil servants from
the DIF, the Institute for Women and the Search Unit, as mentioned above:

Table 1
Degree in Information Management and Digitalisation

Dimension Categories Responses from public servants
Assess how users’ | Physical/digital media, | "Sometimes a client arrives in a state of despair and,
information is collected, | response time and data | whilst I'm taking her details down on paper, she breaks
stored and retrieved. redundancy. down. I feel like I'm wasting valuable time filling in

repetitive forms that she’s already completed at another
office, instead of listening to her."

"The problem is that (sic) if the file gets wet or goes
missing in the archive, we lose months of legal history. A
digital system would give us that peace of mind."

Data Security and Ethics
(Confidentiality)

Analyses the level of protection
afforded to the identity and
integrity of sensitive
information.

Access protocols, encryption
and the risks of data breaches.

"We’re very concerned about security. Coacalco isn’t
that big, and sometimes the perpetrators know people
here. If a file is left lying on a desk, the risk to the woman
is very real."

"We don’t have personal passwords for the shared
folders; we all use the same computer. That’s a security
loophole that keeps us awake at night."

Interoperability and
Institutional
Interconnection

Measures the ability of
municipal departments to

share data efficiently.

Interdepartmental
communication, ‘critical path’
workflow and collaboration.

"To find out whether the DIF has already provided her
with psychological support, | have to call them and wait
for them to track down the report. We’re not connected;
we re like islands, each dealing with the same person."
"If the Search Unit had access to the information I record
at the Women’s Institute, the response would be
immediate — not a matter of hours, but of minutes."

Humanistic Sensitivity and
Gender Perspective

Assess whether the
technological tool facilitates
or hinders dignified
treatment.

Technology-mediated

empathy, reducing
revictimisation and
empowerment.

"Technology should be invisible. I don’t want to be
staring at a screen whilst ignoring a woman'’s tears. The
system must be so fast that it allows me to put down the
keyboard and take her hand."

"For me, success would mean that the woman feels in
control of her own process, that she knows her
information is secure, and that Coacalco is there to
support her."

Source: Compiled by the author based on the results of the semi-structured interview with civil servants

The assessment reveals a critical disconnect between institutional will and technical operational
capacity. Testimonies point to ‘duplicate data’ as a factor in administrative inefficiency that directly
impacts the emotional well-being of service users. Whilst the public servant fills in forms, the opportunity
to provide emotional support is lost. The use of shared passwords and the physical storage of files in a
local context where ‘everyone knows each other’ increases the risk of information leaks to perpetrators.
The implementation of a digital ecosystem under encryption protocols is, therefore, a measure to protect
lives, not just data. The analysis identifies a fragmented management model. The lack of coordination
between the DIF, the Search Unit and the Institute for Women forces reliance on archaic methods of
communication (telephone calls and long waits). The ideal digital system for the shelters in Coacalco
must be so efficient that it frees staff from administrative burdens, allowing them to prioritise human
contact and empathy. The success of social innovation lies in the tool’s ability to reduce revictimisation
and empower women in their own recovery process.
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Table 2
Title: Expected findings

Dimension Analysis variable An expected finding

Operational | Administrative efficiency | Heavy manual workload and fatigue caused by repetitive tasks
Technology | Digital Divide Outdated infrastructure causing insecurity in the reserve

Humana Revictimisation The lack of a single case file forces the user to relive the trauma
Regulations | ODS 5 and 15 Difficulty in reporting indicators of actual impact due to a lack of data

Source: Compiled by the author based on the results of the semi-structured interview with civil servants
Findings

For Coacalco to become a benchmark in gender equality, we must move from a system of ‘file clerks
and suspicions’ to a Comprehensive Digital Ecosystem. Social innovation here lies in using algorithms
and networks to restore dignity to public services, ensuring that, whilst technology manages the data,
people protect lives.

The diagnostic tools are designed to assess not only the immediate efficiency of the process, but
also its sustained effects over time. Therefore, in addition to interviews and document reviews, we
propose incorporating longitudinal follow-up forms, scales measuring retention in productive
programmes, and records tracking progress towards economic autonomy at 3, 6 and 12 months. In this
way, the assessment is not limited to describing the initial experience of care, but enables an evaluation
of the actual success of the public intervention in terms of continuity, independence and well-being.

Conclusions

The research shows that the support system for women in Coacalco continues to operate under a
fragmented structure and remains heavily reliant on physical records, leading to delays, duplication of
tasks and an administrative burden that reduces the time available for active listening and personalised
care. This situation not only affects institutional efficiency but also limits the quality of the support
provided to service users, particularly in cases requiring continuity, discretion and sensitivity.

Added to this is the absence of digital security protocols, such as individual passwords and
institutionalised file storage, which poses concrete risks to the confidentiality and integrity of the
information. In a context where perpetrators may have close ties to the community, these shortcomings
represent a significant weakness in the protection of victims. Similarly, the lack of effective coordination
between agencies such as the DIF, the Institute for Women and the Search Unit fragments the care
pathway and forces service users to repeat their story at every stage, which leads to emotional strain and
administrative revictimisation.

In light of this, the proposal for a comprehensive digital ecosystem emerges as a relevant
alternative for reorganising information, improving interoperability and reducing response times. Its
value lies not merely in incorporating technology, but in providing staff with tools that enable a more
humane, organised and secure service. In this sense, digitalisation should not be seen as an end in itself,
but as a means of freeing staff from repetitive tasks, improving data protection and facilitating
institutional continuity.

However, based on the methods used in this research, it is not possible to assert that digitalisation,
on its own, will directly optimise women’s economic autonomy or definitively resolve the risks
associated with their vulnerable situation. Such effects depend on broader factors, such as staff training,
data governance, inter-institutional coordination and the design of productive programmes with effective
monitoring.
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With regard to the overall objective, the research does achieve its aims in terms of diagnosis and
proposal-making, as it identified the existing administrative fragmentation in shelters and support
centres, whilst also demonstrating the relevance of a digital ecosystem aimed at improving management,
strengthening information security and reducing administrative revictimisation. In this regard, the
proposal developed provides a coherent response to the issues identified and offers a viable operational
basis for inter-institutional coordination and humanistic care. However, it is not methodologically valid
to assert that digitalisation, on its own, will directly lead to women’s economic autonomy or definitive
outcomes in terms of the protection of life, as such effects require longitudinal measurements and
subsequent impact assessments that go beyond the scope of this research.

It is therefore concluded that the digital ecosystem provides a functional foundation for
modernising public administration and strengthening comprehensive support; however, its social impact
must be assessed at a later stage through longitudinal studies that allow for the observation of users’
retention within the programmes, the continuity of support, and the actual outcomes in terms of economic
autonomy. In this regard, the present study provides a useful assessment and a viable operational
proposal, although it highlights the need for future evaluations to measure its long-term effectiveness
more precisely.
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CEPAL Economic Commission for Latin America and the Caribbean
DIF National System for the Comprehensive Development of the Family
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1A Anrtificial Intelligence
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INMUJERES National Institute for Women

LGAMVLV General Law on Women’s Access to a Life Free from Violence
OCDE Organisation for Economic Co-operation and Development
ODS Sustainable Development Goals

ONU United Nations
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