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Abstract
In recent decades, governments and societies have faced simultaneous

and complex crises, including the COVID-19 pandemic, energy
shortages, climate change, and cyber threats—challenges that demand
novel, rapid, and intelligent managerial responses within public
governance. In this context, smart governance based on digital human
resources has emerged as a transformative approach. This study aims
to develop a novel framework for smart governance grounded in
digital human resources to facilitate the reconfiguration of public
services amid simultaneous crises. A conceptual-theorizing approach,
combined with a systematic literature review, was employed to
identify gaps in existing research and to propose a coherent,
comprehensive framework. Findings indicate that achieving smart
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governance in the public sector requires advanced technological
infrastructure and a reconceptualization of the role of human resources
at the governance level. Accordingly, the proposed framework
integrates six key domains: digital human resources, smart
governance, innovative public services, digital leadership,
organizational resilience, and simultaneous crisis management. By
emphasizing multilayered interactions among these domains, the
framework provides a novel approach for addressing grand challenges
in the public sector. Within this framework, digital human resources
act as the backbone and primary driver of other components. Finally,
the study suggests that policymakers and public managers can enhance
resilience in managing simultaneous crises and improve public service
quality by prioritizing digital human resources and strategically
leveraging technological infrastructures.

Keywords: Smart governance, Digital human resources, Digital
leadership, Simultaneous crises, Organizational resilience, Public
services.

1. Introduction

The increasing complexity of public service demands, combined with
the simultaneous occurrence of crises, underscores the urgent need for
innovative governance approaches. Traditional governance models
often lack the adaptability and responsiveness required to address such
compounded challenges effectively. This study proposes a conceptual
model for smart Governance that leverages digital human resources to
enhance organizational Resilience, leadership effectiveness, and
service innovation. The model aims to facilitate the reimagination and
adaptive transformation of public services in complex crisis
environments.
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Research Question

How can a novel model of smart Governance, grounded in digital
human resources, be designed to facilitate the reimagination of public
services in the face of simultaneous crises?

2. Literature Review

Contemporary scholarship highlights several critical dimensions for
effective Governance in complex environments, including digital
competencies, organizational Resilience, adaptive leadership, and
evidence-based decision-making. Integrating these dimensions into a
cohesive framework enhances public service organizations' capacity
to respond efficiently and innovatively under uncertainty.

2.1. Smart Governance and Digital Transformation

Smart Governance requires alignment between digital technologies
and human capabilities, enabling proactive, evidence-informed
decision-making and efficient public service management.

2.1.1. Human-Centric Digital Capabilities
Digital literacy, cognitive flexibility, and analytical skills among
public sector personnel are essential for fostering innovation and
facilitating adaptive responses during crises.

2.1.1.1. Organizational Resilience and Crisis Management
Resilient organizations possess the capacity to anticipate, absorb, and
adapt to disruptions. When coupled with human-centric digital
capabilities, Resilience ensures the continuity and quality of public
service delivery in complex, multi-crisis contexts.

2.2. Leadership and Service Innovation

Effective digital leadership, characterized by strategic use of
technology and timely decision-making, enables the design and
delivery of innovative public services. This leadership ensures
interdepartmental coordination, rapid response, and continuous
service improvement.
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2.3. Integrated Governance Models

Frameworks that combine smart Governance, digital human
resources, and organizational Resilience outperform traditional
fragmented approaches in managing complex crisis scenarios.

3. Methodology

This study is a developmental-applied, qualitative research study
grounded in conceptual theorizing, conducted following Jabareen's
(2009) framework. This approach, by analyzing concepts and their
relationships, enables the reconstruction of knowledge and the
creation of new theoretical frameworks, going beyond a simple
systematic literature review. The main aim of this research was to
develop a novel conceptual model by systematically reviewing
credible scientific sources and identifying, classifying, and coding key
concepts.

The study population included scientific articles published between
2018 and 2024 in the domains of smart Governance, digital human
resources, digital leadership, organizational Resilience, and
simultaneous crises. Purposeful sampling was employed, and 232
articles were selected until theoretical saturation was reached. The
PRISMA method was used to collect and analyze the articles to ensure
transparency, accuracy, and reliability of the research process.

4. Results

Thus, the main elements of the model can be generally presented as
follows:

a) Primary Enabling Driver: Technology and data infrastructure

b) Core Generators of the Model: Smart Governance, digital human
resources, organizational Resilience, innovative public services,
simultaneous crisis management, and digital leadership

c) Model Output: Smart Governance based on digital human capital
for the reinvention of public services in the era of simultaneous crises.
The proposed framework identifies six interrelated core constructs
that collectively support adaptive public service delivery:
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1. Technology and data infrastructure operate as enabling
mechanisms, enhancing interaction among these constructs and
fostering adaptive, innovative, and resilient public service delivery.
2. Smart Governance — A framework enabling data-driven decision-
making and strategic coordination.

3. Digital Human Resources — Workforce equipped with digital skills,
analytical capacity, and cognitive flexibility.

4. Organizational Resilience — Capacity to maintain operations and
adapt effectively under multiple concurrent crises.

5. Digital Leadership — Strategic guidance leveraging technology and
real-time data for informed decision-making.

6. Innovative Public Services — User-centered, adaptive services
resulting from the integration of Governance, human resources, and
leadership.

7. Crisis Management — Coordinated processes ensuring the
functionality and quality of services during simultaneous disruptions.

S. Discussion

The model underscores the synergistic interplay of digital human
resources, leadership, and organizational Resilience in achieving
effective smart Governance. Integrating these elements allows
organizations to anticipate crises, leverage data for evidence-informed
decisions, and co-create public services that are both innovative and
responsive. Moreover, the framework highlights the pivotal role of
technology infrastructure in facilitating communication, coordination,
and continuous organizational learning.

6. Conclusion

This study aims to propose a comprehensive conceptual framework
for "smart human resource governance in the reinvention of public
services under simultaneous crises." Based on conceptual theorizing
and systematic literature analysis, an integrated framework is
presented in which the combination of technology and data
infrastructure, centered on digital human resources, along with key
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pillars—including smart governance, digital leadership, innovative
public services, organizational Resilience, and crisis management—
creates a dynamic network that enables governments to manage
simultaneous crises effectively.

The framework comprises a primary enabler (technology and data
infrastructure) and six main pillars. Digital human resources serve as
the core, maintaining bidirectional relationships with all other pillars,
while the remaining pillars interact dynamically and circularly, both
directly and indirectly. Each pillar includes specific components:

e Smart Governance: data-driven decision-making, citizen-
centricity, transparency, data stewardship, emerging technologies

o Digital Human Resources: artificial intelligence, electronic HR
systems, performance analytics, digital training and development,
digital literacy

o Organizational Resilience: flexibility, organizational learning,
resilience culture

o Innovative Public Services: integrated urban services, digital
services, citizen experience, participatory urban planning

o Simultaneous Crisis Management: complexity, uncertainty, crisis
management strategies

e Digital Leadership: data-driven leadership, digital change
management, digital strategy

A framework that integrates feedback loops across key pillars to
elucidate the learning mechanisms emerging from crises and the
dynamic interdependencies among technology, human capital, and
service innovation. In contrast to prior research, this study advances a
comprehensive model explicitly oriented toward digital human
resources and the reinvention of public service delivery under
conditions of concurrent crises.
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