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Abstract

Research aim: Our aim in this paper is to explore the impact of leaders’ communication on the psychological dimensions of
administrative burden, i.c., citizens’ levels of stress and stigma.

Theoretical framework: During the pandemic, while many potential claimants of the financial emergency aid experienced
administrative burdens to access the benefits, different public leaders worked to ensure that the aid reached those who needed it
most, by communicating the criteria to assess the benefit. However, we observed that the role of public leadership tends to be
overlooked in administrative burden literature. We adopted the administrative burden and public leadership literatures to compare
the political and administrative leaders, and a neutral with a right-wing leader.

Research design: We employed a quantitative approach, using an online survey experiment with 135 beneficiaries of the emergency
financial aid (“auxilio emergencial”).

Results: Findings indicate that leaders’ communication decreased the psychological burden, but this impact was observed only for
right-wing leaders on conservative citizens. Specifically, our findings indicate that leftist citizens experienced higher levels of burdens,
suggesting that ideological congruence plays a crucial role in shaping the impact of leaders' communication on citizens' experiences.
Originality: Previous literature on administrative burden has largely ignored how leaders’ communication alter citizens’ feelings of
stigma and stress to request benefits, and our study advances by using new typology of leaders and their distinct impact on citizens’
burdens.

Practical and theoretical contributions: Our research helps practitioners to understand ways of mitigating administrative burden
through effective communication, advance knowledge about political congruency between citizens and leaders, and anticipates
citizens’ behavior about claiming benefits in digital environments.

Keywords: public leadership, administrative burden, political ideology.

Resumen

Objetivo de la investigacion: Nuestro objetivo en este articulo es explorar el impacto de la comunicacién de los lideres en las
dimensiones psicoldgicas de la carga administrativa, es decir, los niveles de estrés y estigma de los ciudadanos.

Marco tedrico: Durante la pandemia, mientras muchos potenciales reclamantes de las ayudas econdmicas de emergencia sufrieron
cargas administrativas para acceder a los beneficios, diferentes lideres publicos trabajaron para asegurar que las ayudas llegaran a
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quienes mds lo necesitaban, comunicando los criterios para evaluar el beneficio. Sin embargo, observamos que el papel del liderazgo
publico tiende a pasarse por alto en la literatura sobre la carga administrativa. Adoptamos las literaturas de carga administrativa y
liderazgo publico para comparar los lideres politicos y administrativos, y un lider neutral con uno de derecha.

Diseno de investigacion: Utilizamos un enfoque cuantitativo, utilizando un experimento de encuesta en linea con 135 beneficiarios
de la ayuda financiera de emergencia ("auxilio emergencial").

Resultados: Los hallazgos indican que la comunicacién de los lideres disminuyé la carga psicoldgica, pero este impacto se observé solo
para los lideres de derecha sobre los ciudadanos conservadores. Especificamente, nuestros hallazgos indican que los ciudadanos de
izquierda experimentaron mayores niveles de carga, lo que sugiere que la congruencia ideoldgica juega un papel crucial en la
configuracién del impacto de la comunicacion de los lideres en las experiencias de los ciudadanos.

Originalidad: la literatura previa sobre la carga administrativa ha ignorado en gran medida cémo la comunicacion de los lideres altera
los sentimientos de estigma y estrés de los ciudadanos para solicitar beneficios, y nuestro estudio avanza utilizando una nueva
tipologia de lideres y su impacto distintivo en las cargas de los ciudadanos.

Contribuciones précticas y teéricas: nuestra investigacién ayuda a los profesionales a comprender formas de mitigar la carga
administrativa a través de una comunicacion efectiva, avanzar en el conocimiento sobre la congruencia politica entre ciudadanos y
lideres, y anticipar el comportamiento de los ciudadanos sobre la reclamacion de beneficios en entornos digitales.

Palabras clave: liderazgo politico, carga administrativa, ideologia politica..

Resumo

Objetivo da pesquisa: Nosso objetivo neste artigo ¢ explorar o impacto da comunicagio dos lideres nas dimensées psicoldgicas do
6nus administrativo, ou seja, nos niveis de estresse ¢ estigma dos cidados.

Enquadramento tedrico: Durante a pandemia, enquanto muitos potenciais beneficidrios da ajuda financeira de emergéncia
enfrentaram dificuldades administrativas para acessar os beneficios, diferentes lideres publicos trabalharam para garantir que a ajuda
chegasse as pessoas que mais precisavam, comunicando os critérios para avaliar o beneficio. No entanto, observamos que o papel da
lideranca publica tende a ser negligenciado na literatura sobre carga administrativa. Adotamos as literaturas de “administrative
burden” e lideranca publica para comparar os efeitos dos lideres politicos e administrativos, e um lider neutro com um lider de
direita.

Metodologia: Empregamos uma abordagem quantitativa, utilizando um experimento de pesquisa on-line com 135 beneficidrios da
ajuda financeira de emergéncia ("auxilio emergencial").

Resultados: Os resultados indicam que a comunicagio dos lideres reduziu a carga psicoldgica, mas esse impacto foi observado apenas
para lideres de direita em cidadios conservadores. Especificamente, nossos resultados indicam que os cidadios de esquerda
experimentaram niveis mais altos de 6nus, sugerindo que a congruéncia ideoldgica desempenha um papel crucial na forma como a
comunicagao dos lideres afeta as experiéncias dos cidadaos.

Originalidade: A literatura anterior sobre “administrative burdens” em grande parte ignorou como a comunicagio dos lideres altera
os sentimentos de estigma e estresse dos cidadaos ao solicitar beneficios, ¢ nosso estudo avanca usando uma nova tipologia de lideres e
seu impacto distinto nas experiéncias dos cidadaos.

Contribui¢oes préticas e tedricas: Nossa pesquisa ajuda os profissionais a entenderem formas de mitigar o énus administrativo por
meio de uma comunicagio eficaz, avanca o conhecimento sobre a congruéncia politica entre cidadaos e lideres ¢ antecipa o
comportamento dos cidadaos em relagio  solicitagio de beneficios em ambientes digitais.

Palavras-chave: lideranga publica, dnus administrativo, ideologia politica..
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Introduction

Citizens often deal with senseless bureaucratic requirements in their interactions with the state,
experiencing frustration and inconvenience in the form of administrative costs. They manifest in a variety of
ways, such as lengthy wait times, confusing instructions about public services, repetitive requests of
information, or stress and discrimination for engaging in stigmatized programs (Herd and Moynihan, 2018).
Conceptualized as administrative burdens, these difficulties are a significant challenge for citizen-state
interactions as they can impede access to important benefits and services, even in self-service digitalized public
services (Madsen et al., 2022), like the request for the “auxilio emergencial” (Schymura, 2020).

In recent years, there has been a growing interest in understanding how governments can reduce
administrative burden. Besides the purportedly favorable universal adoption of digitized services, these new
forms of interaction allow for studies about citizens’ relationships with public authorities (Madsen et al.,
2022), as they have a new role for changing perspectives of burdensome requirements. One approach focuses
on the communication process between citizens and public leaders.

Public leaders can change experiences by mediating and buffering costly relationships between citizens and
bureaucracies, creating different perspectives, guiding them through learning processes about which rules (and
which do not) work, and making them understand and deal with difficult claiming processes (Behn, 1998;
Bell¢, 2013). For example, Sobral et al. (2020) found that how leaders frame their messages influences citizens’
evaluation of government and their emotional responses to the situation at hand. However, in contexts of
crisis like the pandemic, some types of leaders can be requested and emerge more prominently than others
(McLellan, 2022). While citizens may expect effective information from administrative leaders, they may also
want the reassurance from political leaders that crisis will be resolved (Mau et al., 2022; Wang et al., 2021).

Existing research has largely ignored the potential of administrative leadership to alter perceptions of
onerous experiences (Moynihan, et al., 2012), creating a gap in knowledge at the intersection of two different
literatures, namely public leadership (Mau et al., 2022) and administrative burden (Herd and Moynihan,
2018). Besides that, public leadership scholarship has predominantly focused on political leaders’ response to
crisis (Crayne and Medeiros, 2021), leaving other forms of leadership overlooked (Ospina, 2016; Couto et al.,
2022, Mau et al., 2022). Even within public leadership literature, the intersection of different types of leaders
with citizens remains scarce. For example, the effect of different communication standards related to the
constant ministerial changes during Bolsonaro’s term (Lima, 2022) or to the resignment of several public
health directors in the Trump’s administration during the COVID-19 outbreak (Mau et al., 2022) was not
extensively examined from the perspective of citizens.

Given the uniqueness of crises, leaders’ responses to them, and the extreme and varying experiences among
citizens (Lagowska et al, 2020; Peci, Avellaneda and Suzuki, 2021), we explore how different types of
leadership, employing the same message, impact citizens” psychological experience of burdens, namely their
levels of stress and stigma when requesting the “auxilio emergencial”’. The association of leadership with
administrative burden has not been extensively explored (Moynihan et al., 2012), especially considering the
diversified contexts of leadership studies (Backhaus and Vogel, 2022). Therefore, we chose the psychological
burden as our focus of analysis given that leaders frequently use sensemaking to target citizens' negative
emotions (Hattke et al., 2020), creating a logical link between leaders' communication and citizens' emotional
responses to bureaucratic interactions.

Moreover, we have reasons to believe that the extent public leaders influence their followers™ ability to
comprehend (Maphinda, 2017) and alter the perception of administrative burden depends on citizens’
ideological lens (Sobral et al., 2020). It is already well documented that citizens’ evaluation of government’s
performance is biased in favor of the leaders of the same political orientation (Crayne and Medeiros, 2021;
Lau et al,, 2022). Bass (2008) exemplifies the phenomena among right-wing Israeli voters who evaluate right-
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wing leaders more friendly and task-oriented than left-wing leaders. However, the experience of negative
interactions for requiring the emergency aid (Schymura, 2020; Marins et al., 2021) has not been observed yet
when the same right-wing oriented citizens are the beneficiaries themselves. Evidently, in a context of high
polarization, ideological affinity can drive the perception of leader effectiveness (Lau et al., 2022; Jost, 2017).
However, given some citizens’ judgements about targets of welfare (Goenka and Thomas, 2022), we wonder if
the burden they experience might also be changed by their ideological lens.

To test the above rationale, we have conducted a survey experiment to compare how those leaders impact
stress and stigma experienced by beneficiaries of the “auxilio emergencial”. Our findings partially support our
hypotheses in a sense that right-wing leaders’ communication diminished the stress of rightists and left-wing
citizens experienced higher stress and stigma when faced a message from all types of leaders.

By conducting this research, we aim to offer some important contributions to the literature. First, to extend
prior knowledge about ways of mitigating administrative burden through public leaders’ communication.
Second, to examine whether political affinity with the leader (Jost, 2017) moderates citizens’ response to
burdensome interactions (Tummers et al., 2015). And finally, to add specific nuances to the understanding of
the relationship between citizens and distinct public leaders in a new context, which is the digital application
for a public benefit during the pandemic.

Administrative Burden

Administrative burdens are costs that emerge from citizens’ interaction with the state which have a
potential to diminish citizen’s take-up rates. It can be distributive, in a sense that it affects some groups more
than others; consequential, as it can limit and restrict access to public services and benefits; and constructed,
by being the product of political choice embedded in public policies (Moynihan et al., 2015; Peeters, 2020;
Herd and Moynihan, 2018). Although conceptually very close, administrative burden is distinct from
organizational rules and red tape as it takes citizen’s experiences as onerous (Burden et al., 2012).

Authors regard administrative burden as a three-dimensional concept, with compliance, learning,
psychological facets (Herd and Moynihan, 2018). Compliance burden can be measured by the time a citizen
spends in a queue or by the documentation demands. Learning burden is present when one needs to find out
more about applying for a public benefit, and psychological burden can be characterized as an increase on
citizens’ stigma, stress, frustration, and/or loss of autonomy for applying for an unpopular program (Halling
and Backgaard, 2022).

With the advent of digitalized interactions, administrative burden scholarship has turned its attention to
new settings of citizen-state interactions (Lindgren et al., 2019; Peeters and Widlak, 2018; Peeters, 2023) and
their relationship with authorities (Madsen et al., 2022). For instance, authors claim that those who live in
economic scarcity may experience higher stress because digitalized interactions lack personal assistance, have
less space for empathy, clash with standardized operations with individual needs, and may even entail unfair
treatments (Madsen et al., 2022; Peeters, 2023). Ultimately, those interactions bring high possibilities of
increasing psychological costs for potential beneficiaries, and that is where public leadership comes in.

Public Leadership and Communication Messages

Effective communication can serve as a valuable tool for public authorities to mitigate administrative
burdens (Madsen et al., 2022). For example, an experiment that provided students with information packets
that included a list of schools given their grades, tuition costs and a voucher for free college applications, made
low-income students 46 percent more likely to attend a selective institution than a control group that did not
receive any information (Herd and Moynihan, 2018). Onerous interactions are not only an opportunity for
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providing valuable information, but also impose a responsibility on public leaders to provide guidance and
relief.

However, the messenger is just as important as the communication message. Our take is that different
profiles of public leaders conveying the same message might play a different role on citizens. While most
scholars recognize the impact of public leadership on burdens, there is still debate about which types of leaders
result in which outcomes and the extent of this impact (Backhaus and Vogel, 2022). For example, Moynihan
et al.’s (2012) seminal work shows that leaders” inspirational motivation and communication can alter the
perception of costs by facilitating an open learning environment and reducing follower’s perception about
senseless rules. The authors observed that agency leaders, appointed heads at the city level who have some
professional experience, could enhance goal clarity and political support, and indirectly reduce red tape.

Few would disagree about the importance of administrative leaders and their ability to influence followers.
Administrative leaders are staff with formal authority in public agencies (Ospina, 2016), uphold professional
competence, are more concerned with policy implementation, tend to assume a position of “neutrality” and
rely more on bureaucratic control mechanisms (Moynihan et al., 2012). Their position belongs to the
administrative subfield of the core administration (federal, state, or local governments, public agencies)
(Backhaus and Vogel, 2022) and they contrast to the elected leader, to whom we call “political”, in a sense that
they are primarily focused on achieving organizational objectives and implementing policies (Van Wart,
2013).

Administrative leaders and the implementation of policies for which they are responsible for are not neutral
(Marins et al., 2021), but their political ideology may not be as salient for followers as elected representatives.
Indeed, political leaders are legitimized by elections, are more transparent in their political leanings, and may
feel they have more demands from followers (Lees-Marshment and Jones, 2018). For example, evidence
suggests that while conservative citizens tend to disfavor welfare benefits (Goenka and Thomas, 2022), right-
wing politicians are also more tolerant of barriers (Aaroe et al., 2021).

Based on our analysis, we posit that administrative leaders are more inclined to adhere to established
protocols and procedures within their organization, whereas political leaders tend to craft their messages based
on public opinion and preference, thereby creating a distinct association with their persona. The effects of
these two types of leadership on citizens can be variable, thus leading to our initial hypothesis:

HI: Political leaders have a stronger impact on citizens’ psychological burdens compared to administrative
leaders.

Political Ideology

In general terms, political ideology is a shared set of beliefs about the order of society and how it can be
achieved (Jost, 2017). It provides the lens through which citizens interpret their experiences and the
environment they are inserted. The literatures of leadership and political ideology usually focus on the
different types of messages that each leadership profile signals. For instance, citizens’ ideological differences
require that political representatives vary their communication patterns to construct messages in an
ideologically congruent fashion with their target citizens (Jost and Sterling, 2021). However, we wonder what
the effects on citizens are when different leaders convey the same message. For instance, Backhaus and Vogel
(2022) discovered that laissez-faire leadership, a hands-off and “neutral” style of leadership for delegating
authority, has shown to be ineffective compared to any type of leadership, suggesting that “being neutral” is
not what is expected from leaders.

The choice of neutrality over the polarization between right and left-wing was based on a careful analysis of
the political and administrative landscape. We acknowledge the historical and current predominance of right
and left political spectrums in Brazil. However, we chose to explore neutrality as a variable of interest because
the prominent political leader during the time of the emergency aid concession (2019-2020) leaned towards
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the right, not the left. Consequently, any mention of the political leadership that won elections in 2018 would
be associated with the right-wing orientation. Hence, our second hypothesis check if this is the case:

H?2: Right-wing leaders have a stronger impact on citizens’ psychological burdens compared to neutral leaders.

We also know that citizens’ pre-existing political orientation has a clear impact on how they respond to a
leader's communication during a critical event, such as the COVID crisis (Sobral et al., 2020). According to
Sobral et al. (2020), leftists showed higher trust in government when political leaders framed more specific
messages and showed pessimistic behavior regarding the pandemic, but the same did not happen with rightists.
At the same time, when citizens’ ideological lens match with the leaders’, there tends to be a positive and
emotional response from the audience. In the case of right-wing citizens, conservative leaders may have a
diminishing effect on their psychological burden, as they may perceive them as more politically aligned with
their values and interests. Our hypotheses aim to verify this:

H3: Citizens’ political ideology moderates the relationship between leaders and psychological burdens, in a sense
that right-wing citizens would feel less burdened when they receive a message from right-wing leaders.

Recent events have shown that neutral leaders became a counteract to denialist right-wing leaders who
refuse to follow scientific guidelines, causing confusion and even harm to citizens. Unfortunately, we have also
seen a context of contamination of leaders, whose neutrality and expertise have been questioned (Lissardy,
2020), leading to distrust and confusion among the population. Therefore, our fourth hypothesis tests if the
ideological neutral position still holds:

H4: Ideologically neutral leaders have the same impact on psychological burden for both right and left-wing

citizens.
Methodology

Context and study design

To help small business owners, households, informal and unemployed workers, the government has granted
them an amount of R$ 600 (six hundred reais) during the economic shut down provoked by the pandemic.
However, several issues emerged since public leaders announced and started to grant the benefit. Problems
with the mobile app of the public bank (“Caixa Tem”), inconclusive personal data, lack of proper
communication, fraud, denied requests and other multilevel problems (Cardoso, 2020; Marins et al., 2021).

Given that the financial aid was granted based on previous administrative data, we looked at the
psychological dimension of administrative burden, i.e, stress and stigma. These items were used in an
exploratory analysis by Thomsen, Backgaard and Jensen (2020) to measure the psychological costs of citizens’
coproduction. To give an idea, discussion groups about the emergency aid on social media grew immensely
between 2019 and 2020, for exchanging information and sharing their experiences to receive the aid. There
were many requests for help and stress over the process of receiving the aid. Moreover, at the time of the
survey, we noticed that those negative psychological factors were very salient among beneficiaries who were
still applying for the benefit and many of them were afraid of scammers and personal data leakage on social
networks.

Methodologically, we designed four treatment conditions:
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Table 1. Study Design and conditions

Tdeclogy
Leader | | Nentral | Right-wing
The following speech was
The following speech on given by a conservative
financial assistance was governor who was elected
given by a governor by a majority of votes in
elected by the majority | 2018 He values family and
of votes in 2018. He 13 tradition, and has a liberal I
. . . o . Political
Political responsible for the vision econoinic orientation leader"
and idealization of focused on defending
income distribution private property. He i3 also
policy, as well as being a a Christian_ supports the
reprezentative of the legalization of zun
people. ownership and possession,
and is against abortion.
The following speech was
. given by the president of the
The.fnllc.mmg speech public company responsible
was given by the S
. . for all logistics related to
president of the public ine and manas;
company responsible for b g Fits B h EME )
all logistics related to the | o, 2o o SHIETEEHCY
management of benefits aid. He oversees and
chg g | controls all budget activities |\ 0L
Administrative su a;s SHHETReNCy &t aimed at executing the Acmints ve
He/she executes, . . : leader"
monitors. and controls income distribution policy.
all budgetary activities | L0 Rresident of the public
- company is a conservative,
i.ﬂcgme distribution advocates traditional values
olicies auch az family, property
P ) rights, 15 against abortion,
and pro-gun.
"Neutral leader™ "Right-wing leader"

These treatment conditions were then combined in two dummy variables to gain more statistical power to
run the comparisons, as follows:

(i) Leader type: political leader (i) with the right-wing political leader (ii) (coded as Leader type= 0); and
administrative leader (iii) with the right-wing administrative leader (iv) (coded as Leader type = 1).

(ii) Ideology of the leader: neutral political leader (i) with the neutral administrative leader (iii), coded as
Ideology of the leader = 0; and right-wing political leader (ii) with right-wing administrative leader (iv), coded
as Ideology of the leader= 1.
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We chose to describe the political and administrative leaders as right-wing (treats (ii) and (iv)) to reflect
reality, given that the government in power at the time of the survey (2020) identified itself within this
political spectrum. We have shown to participants a speech of the leader with some personal description and
manipulated only the description of the type of leader, while keeping the statement unchanged across all
treatment conditions. The original descriptions were in Portuguese and can be provided by request.

The leaders’ speech repeated across all the treatment conditions and participants were randomly assigned to
one of them. We designed the discourse based on real-world speeches by the former Brazilian President, Jair
Bolsonaro (political leader), and the president of Caixa at that time, Pedro Guimaraes (administrative leader)
available on YouTube. Although we did not mention their names in the manipulation, the discourse was made
to show a standardized but targeted speech. The leader’s statement is described below:

"The current topic is the emergency aid. We have alveady paid around 33 million people. We had an expected
number of people, but it went beyond that. And there are a few million who are complaining. The criteria for access
to the Emergency Aid benefit are provided by law. The bank can only release the funds after personal data
validation by the Administration. As soon as the company that has the data completes the analysis of the
registration and sends the information to the bank, we provide an update on the situation on the website/app and
release the funds. The application process remains the same. It undergoes improvements from time to time, but all
within the expected timeline. The Emergency Aid is R$ 600, and only a few people are left to be paid. Regarding
the individuals who fell into requirements, who are under analysis: some are genuinely entitled, some made
mistakes, and others are not entitled, but that'’s okay. So, we are helping not only because of the pandemic, but it is
also a government issue.”

Variables’ measures

Therefore, we had two different treatment variables:

(a) Leader type, a dummy variable, in which 0 = political leader and the right-wing political leader groups,
with 66 observations (49% of our sample), and 1 = administrative and the right-wing administrative leader
groups, with 69 observations (51% of the sample);

(b) Ideology of the leader, a dummy variable in which 0 = “neutral” leaders (political and administrative)
with N=74 (55% of the sample), and 1 = the right-wing leaders groups, N= 61 (45% of the sample).

We measured the impact of each scenario on people’s stress (a sample item reads “I am concerned that the
process of receiving the emergency aid will affect my physical and psychological health negatively”) and stigma
(a sample item reads “Requesting the emergency aid can project a bad image of myself to others”). They were
measured using four items each (Cronbach’s alpha: ) in a 5-points Likert scale, where 1 is low and 5 is high
levels of stress/stigma. The full description of the variables and all their measurement items are described on

the following table.
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Table 2. Description of the variables

Variable Description Measurement
(Portuguese in italics)

Stress Dependent variable 1 is the Likert scale from 1 (completely agree) to 3 (completely disagree) with the items (all the items were reverse coded for 1 to represent low levels of stress and 5 high levels):
stress level, involves the
reaction to pressures which | /[ am concemed that the process of receiving emergency assistance will negatively affect my physical and mental health. / Fico preocupadofa) que o processo de do auxilio ial afete ide fisica e psiquica
can upset one’s everyday negartvamants.
fimcticning and lead to 2. Iam concemed that the process for receiving the financial emergency aid will negatively affect my mood. / Fico preocupada(a) que o processo de recebimento do awxilio emergencial afete meu lnumor negativaments.
changes in physical and 3. Tam concemed about whether [ will be zble to handle the electronic process in the application to receive the aid. | Fico preocupado(al se eu conseguiret (consegut) lidar com o procesto eletrénico no apiicative para recebimento do
emotional aspects of life, auxilio.
cousing physiological 4. Ilosellostalot of time to be able to submit my request for emergency aid / Perco/Perdi muita tempo para conseguir  pedido para recebimento do auxilio

sorder.
Stigma Dependent varizble 2 is the Likert scale from 1 aged) 105 Iy disagres) with the ftems (all the items were reverse coded for 1 to represent low levels of stigma and 3 high levels):

stigraa, Discrimination. Itis | 1. Iam afraid of how people will look at me when they know that | have sought emergency assistance. | Tenho medb de coma as pessoas viio me olhar ao saberem que busque pelo auvilio emergencial
related to someone’s feeling | 2. Requesting emergency assistance can project a bad image of me to other people. / Solicitar o awxilio emergencial pode projetar uma imagsm ruim de mim para outras pessoas.

inferior in the perspective of | 3. Requesting emergency assistance is unpleasant because [ may be taking away the oppertunity from other people who need it more than 1 do. / Solicitar o auvilio emergencial ¢ desagradével parque posso estar tirande a
others. In this paper, stigma opartuidade de outras pessoas que precisam mais do que e

‘may arise based on ane’s 4 Ttis unpleasant to know that ofher people may not receive the. aid if T apply / £ desagradivel saber que cutras pessoas podem nio raceber o awilio caso eu faga a solicitasin

‘participation to public
policies that are seen as
demeaning or “for the

peor”
Type of the arizble Dummy variable. Comb: of conditions
leader {treatment 1) 0. Political leader + Right-wing Political leader
1. Administrative leader + Right-wing Administrative leader
Tdeology of ariable Dummy varizble. Combination of conditions
the leader (treatment 2) 0. Neutral leader: political + administrative leader
1. Right-wing leader- right-wing political + right-wing leader
Political | Moderation variable. T terms of political orientation, how do you identify yourself? | Em fermos de orientagdie politicd, vach 5¢ classificd come uma pesoa de
orientation of | Ideclogical orientaticn. 1. LeR/Esquerda
the citizen 2. Center-left | Centro-esquerda
3. Center/ Contro
4. Center-right/ Centro-direita
5. Right/ Dieita
‘Thic variable was later coded as 0 for citizens with a Center orientation, 1 for the Right and Center-right, and 2 for the Left and center-left.
Work Control variable. Working | With regards to your work status, [ am / Com relagdio ao trabaiho, em qual caregoria vacé se inclui?
status, according to Caixa
Econbmica Federal for 1. M y dividul

MEI- ) 17
being eligible to apply for 2 Informal worker / Trabalhador informal
the financial emergency aid | 3. Family whose monthly income per parson does not excesd half a minimum wage (RS 322.50), or whose total family incorme is up to three (3) minimura wages (RS 3,135.00) / Pertengo & familia cuja renda mensal por pessoa nio
during the pandemic ultrapassa melo saidrio minimo (RS 322,50), ou cyja renda fumiliar total & de até § (trés) saldrios minimos (RS 3.135.00)
4 T / D
Gender Control variable You identify yourself with the gender / Vocé se identifica com o género

*  Female / Feminino (=0)
o Male / Masculio (=1)
Education Control variable TWhat i the highest education Level you have attended? / Qual 0 curso mals elevado que frequentou?

Elementary School / Ensino Fundemental

High School / Ensing Médio
College Education | Ensino Superior
Post-graduation / Pds-gr a0
Region Control variable Tn which region of Brazil do you Live? | £m gual regidio do Brasil vocé reside?
*  North / Norte
*  Northeast | Nordeste
. Center-west /| Ceniro-oeste

b

+  South/ Sul

+ Southeast | Suseste
Marital status Control variable What s your marital status? | Qual 0 seu esiade oivil?.
+  Manied/ Casado(a)
+  Single/ Solteirofa)
Widow / Paivofa)
«  Divorced | Divorciado(a
*  Separated’

To isolate the effects of leadership on our dependent variables, we control for several individual factors, such
as gender, region of housing, educational level, marital status, and working condition (unemployed, individual
entrepreneur, informal worker, and person whose family monthly income per person does not exceed half a
minimum wage). In the demographics, we also asked people’s political orientation, which went from left-wing
to right-wing orientation in a five-points scale. To gain more statistical power in the regression analysis, we
combined the center-right ideological position with the right one, and the center-left position with the left
one, keeping only three orientations (center = 0, right wing = 1, and left = 2).

Sampling strategy

The profile of beneficiaries of the emergency aid in Brazil is quite diverse. Initially, the program was aimed
at informal workers, individual microentrepreneurs (MEI), freelancers, the unemployed, and low-income
individuals. With the extension of the program and the opening of new registrations, other categories of
workers, such as ride-hailing drivers and artisanal fishermen, were also included as potential beneficiaries. In
addition, there is a significant portion of beneficiaries who are single-parent family heads, women who provide
for their families, and people with disabilities. Given the application for the aid happened online through a
mobile app during the pandemic, we identified and monitored some locus of organization of beneficiaries on
social media. For example, Samuels and Zucco (2013) identified Facebook as a vast source for experimental
subject recruitment. We systematically applied the survey on groups created by citizens who asked for the
financial aid on Facebook.

Several groups were opened since the beginning of government announcement of the financial aid and,
together, they have more than 250 thousand members and intense engagement and posts every day. On
Facebook, we mapped and collected data on 29 groups which description was about “auxilio emergencial’. The
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group with more members had 193 thousand accounts and the smaller one had almost 2 thousand people. As a
quantitative study, we tried to ensure the representativeness of the sample based on the beneficiaries’ profile,
but the recruitment costs were prohibitive, so we used Facebook’s targeted recruitment via advertisement in
the webpage of our management school. Given this process, our sample should be characterized as a non-
probabilistic convenience sample.

The sampling took place from June 9th to August 25™ of 2020. Although we opted for an online
convenience sample, we had an initial target of 250 responses based on the number of the four survey
conditions and the statistical power it offers. In the end, we collected 296 answers. After excluding
participants who did not complete the survey, we ended up with 135 participants (45% of response rate).
Participants were informed they would be asked questions about leadership and checked an informed consent
that ensured confidentiality of their identity. We used Qualtrics software to collect the data.

Descriptive Results

Our total sample was composed by 98 women (73%). 52 people (39%) declared they had a left-wing
political orientation while 31 people (23%) had a right-wing orientation. 79 respondents were single (59%),
56 have completed the high school (42%) and 83 were from the southeast region (62%). We used chi2 tests to
analyze the balance of our independent variables and the two non-balanced distributions were gender and
region (p<0.05). We did not consider the gender imbalance a major problem for the analysis, as we know that
women are the main target group of cash transfer programs, however, the higher representation of the
Southeast region may indeed limit the generality of our findings.

Table 3 presents the pairwise correlations between the dependent and independent variables included in
our regression analysis. We can observe some significant associations between stigma with our treatment
variable of ideology of the leader (neutral x right-wing leaders) (r = 0.17, p<0.05), with citizens’ political
orientation (r = 0.18, p<0.05), education (r = 0.32, p<0.05), and work status (r = 0.19, p<0.05).

Table 3. Descriptive statistics with pairwise correlations

Obs | Mean | 5D | Min | Max 1 2 3 4 5 6 T 8 9
Value | Value
1 | Stress 135 | 363 | 1.02 1 5 -
2 | Stigma 135 | 213 | 1.03 1 5 0.14 | -
3 | Leader type 135 | 051 | 0.30 0 1 0.03 | -001 | -
4 | Ideology of the leader | 135 | 045 | 0.30 0 1 013 ) 0.17% | 005 | -
5 | Political crientation 135 | 1.00 | 0.88 0 2 0.06 | 0.18* | -0.02 | 015 | -
6 | Gender 135 | 027 | 043 0 1 0.01 | -001 | 0.04 | 014 | 010 | -
7 | Education 135 | 251 | 0.83 1 4 -0.16 | 0.32% | 014 | 007 | 0.24% ) 010 | -
8 | Werk 135 193 | 121 1 4 -0.08 | 0.19% | 004 | -004 | 000 | 0.01 [ 023%| -
9 | Marital status 135 | 291 | 1.39 1 5 0.09 | -007 | -0.04 | -0.03 | 0.08 | -0.02 [ -0.08 | -0.21% | -
10 | Region 135 | 359 | 1.14 1 5 -0.02 ) 003 | 003 | -0.03) 006 | -0.03 [ 0.04 | 003 -0.13

Note: SD = Standard Deviation; *p<0.05

The stress average in the political leader condition was 3.59 (SD= 1.08), while the average for the
administrative leader was higher, with 3.66 (SD= 0.97). The averages for stigma were the opposite, with the
political leader group showing higher mean (M= 2.16, SD= 0.97) and the administrative leader group with a
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lower one (M= 2.14, SD= 1.09). We conducted an ANOVA to examine the effect of the type of the leader
(Political x Administrative) on stress level, but the results indicated that there was no statistically significant
difference between the groups (F(1, 133) = 0.15, p>0.05) for Stress and for Stigma (F(1, 133) = 0.02, p>0.05).
Regarding the groups of right-wing versus neutral leaders, the stress average of the 74 participants exposed
to the neutral leaders was higher (M= 3.75, SD= 0.93) than the 61 individuals in the right-wing leader
conditions (M= 3.48, SD= 1.11). The ANOVA results do not show a significant difference in stress between
the both groups (F(1, 133) = 2.42, p>0.05). However, the means of stigma for the ones in the right-wing
leader treatment (M= 2.34, SD= 1.14) was higher than the neutral leader treatment (M= 1.99, SD= 0.90) and
the ANOVA results showed a marginally significant difference between them (F(1, 133) = 3.92, p= 0.056).

Normality Assumption

In order to verify the normality of the dependent variables, the Jarque-Bera test was conducted, which is a
goodness-of-fit test that determines whether the sample data do or do not have skewness and kurtosis that
correspond to a normal distribution. In this case, both for the stress variable (skewness = -0.61; kurtosis =
-0.18) and the stigma variable (skewness = 1.08; kurtosis = 0.65), the null hypothesis of the test statistic of the
Jarque-Bera test was rejected, indicating that the sample data do not have a normal distribution (JBstress =
8.61, p<0.5; JBstigma = 28.9, p<0.01).

To achieve approximately normal distributions, monotonic transformations were carried out on the
variables. The stress variable was squared, while the logarithmic function (logl0) was applied to the stigma
variable. These transformations are frequently used in the statistical literature to normalize data that are not
normally distributed. As described by Hair et al. (2010), "transformations such as these are common in
statistical analysis and can be applied to meet the assumptions of normality when necessary” (p. 123). Thus,
the success of the transformations was verified with a new Jarque-Bera test, which confirmed the normality of
the dependent variables (JBstress = 5.67, p>0.5; JBstigma = 3.53, p>0.05). Next, a normal P-P probability plot
serves as a diagnostic tool, where a normal distribution of residuals aligns closely with the diagonal line of the

plot.

Heamal PP Plot of Regression Stendardized Residusl
Depensdant \Vanable: Stigma

Haimal PP Plot of Regression Standardized Residual
Dependent Variable: Sreds

Y

Expscied Cum Prob
5 R
Erpacted CumPrab

an bz ai [ T ] ] az i 6 o o

Obaerved Cum Prob Observed Cum Prob

Figure 1: Q-Q Plot of dependent variables
Homoscedasticity

The homoscedasticity assumption concerns the distribution of residuals. For the data to be homoscedastic,
the residuals must be uniformly distributed across the range of predicted values, resembling a "shotgun blast”
of points. This uniform distribution ensures that the variance of the errors is constant. This was tested by
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observing the residuals scatterplot, which showed no obvious pattern, with points equally distributed above
and below zero on the X-axis and to the left and right of zero on the Y-axis.

Additionally, a Breusch-Pagan test was performed as part of the statistical analysis. This test is widely used
to check for the homogeneity of variances of residuals in regression models. In the context of this study, the
Breusch-Pagan test was applied after multiple regression modeling to check if the variance of the errors was
constant in relation to the independent variables. The test results did not indicate the presence of
heteroscedasticity in the residuals for either the stress variable (p = 0.70) or the stigma variable (p = 0.63),
suggesting that the assumption of homogeneity of variances was met.

Scatterplot Seaterplot
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Figure 2. The distribution of residuals

Multicolinearity test

The assessment of the multicollinearity assumption in linear regression analysis was conducted using the
Variance Inflation Factor (VIF) test. This test is crucial for identifying the presence of multicollinearity among
the independent variables, which can affect the precision of the model's coefficient estimates. In the present
study, all variables were subjected to the VIF test, and the results showed values close to 1 for each of them.
This finding suggests that there is no significant evidence of multicollinearity among the independent
variables, indicating that the regression coefficient estimates are reliable and not distorted due to the presence
of this phenomenon. This analysis reinforces the robustness of the linear regression model used in this study to
explain the relationship between the dependent and independent variables.

Tabel 4. Multicolinearity Test

Stress Stigma
Variables Colinearity Statistic Colinearity Statistic
Tolerance  VIF Tolerance WIF
Leader type 952 1.050 352 1.050
ldeclogy of 4 1.034 957 1.024
the leader
Political 904 1,106 304 1,106
Or1entation
Gender 966 1.035 966 1.035
Education BE2 1.160 862 1.160
Work 901 1.110 801 1.110
Marital 929 1.076 929 1.076
Status
Region 975 1.026 a75 1.076

12
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Regression Analysis
Political x administrative leaders

We conducted some linear regressions to measure the direct effect of the political x administrative leaders’
manipulation on the levels of stress and stigma. As observed on models 2 and 3 of Table 5, there was no
significant effect of the type of leader on stress (f= 0.001 and B= -0.003, p> 0.05). For stigma, results are
similar. The OLS predictors of stigma point to non-significant effects of the independent variables, as
described on models 5 ( =-0.15, ,>0.05) and 6 ( =-0.16, ,>0.05) (H1).

As an additional analysis, we have graphically compared the stress and stigma averages per citizens’
ideological orientation for political and administrative leaders, as observed on Figures 3 and 4. The graph on
the left shows the differences of stress between the leaders for center, right, and left oriented citizens. We can
see that the confidence intervals overlap among most of political orientations, which confirms that there is
almost no evidence of a relationship between the type of leader (political x administrative) and levels of stress.

However, from Figure 3, citizens with a left-wing orientation showed significantly higher stress for the
administrative leader condition ( = 0.30, p<0.05) in comparison to the political leader scenario.

The graph on the right of Figure 3 shows that the confidence intervals for the three political orientations
also overlap, indicating there is no statistically significant difference of stigma between the groups. Overall,
although the interaction terms indicate that the direction of the effects is as expected - i.e., right-leaning
citizens tend to experience less stress (= -0.28, p>0.05, model 3) and stigma ( = -0.85, p>0.05, model 6) when
led by a right-wing leader and left-leaning citizens tend to experience more - the lack of significant effects for
leadership type precludes us from drawing firm conclusions in this regard.

b a
Stress Stigma
14 1
5 5
0= —] 0
: .
[ might
1.5 -1.5
2 T T 2 T T
\Py u»‘bba @’}\Pf B\P#
; &
Qég -éf & &

Figure 3. Comparison of the political and administrative leaders on Stress and Stigma according to citizens’ political
orientation with 95% of Cis
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Right-wing x Neutral leaders

When we make the ideological orientation of the leader salient, we noticed a diminishing impact on
citizens’ level of stress. The regression results returned a significant effect of the right-wing leaders (type_leader
= 1) on stress compared to the neutral leader (type_leader = 0), as observed on model 2 (8= -0.45, p< 0.05) of
Table 5, confirming our hypothesis H2. However, when we add the interaction term to the model (model 3),
this relationship remains negative, but loses the significance. It is possible that the interaction term is
capturing some of the variation that was previously being explained by the main effect, leading to a decrease in
its significance.

Theoretically, it is possible for leaders' communication to alleviate citizens' stress burden when their
ideology is congruent with that of the leaders, but figure 4 suggests that all citizens (center, right and left-wing)
had their stress levels reduced when the leader showed a conservative orientation. For the neutral leader,
having a more liberal orientation (left) significantly increased citizens’ level of stress ( = 0.31, p<0.05). Still
from Figure 4, the comparison also showed a significant positive difference of stigma for left-wing citizens
when the leader is from a right-wing spectrum (= 0.59, p<0.05), but a diminishing level of stigma for
conservative citizens ( = -0.48, p<0.05), as theoretically expected and supporting the H3.

Stress Stigma

57 57 I o
N ron
- - [ ] en
-1.5 1.6
2 { T 2 T {
\5‘# \9#} \?f \.9‘#
& o & <
= < =
o8 &

Figure 4. Comparison of the neutral and right-wing leaders on Stress and Stigma according to citizens’ political
orientation with 95% of Cls

To investigate our hypothesis 4, we compared the levels of stress and stigma for the neutral leaders for each
ideological position, as observed on Figure 4. The interaction of neutral leaders and right-wing citizens did not
show any effect on the stress level ( = -0.02, p>0.05), but the interaction between neutral leader and left-wing
citizen did ( = 0.31, p<0.05). The level of stigma did not significantly alter for any interaction of neutral leader
and citizens ideological orientation. So, we could not confirm our hypothesis 4.
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Moreover, education and the type of work (low per capta) can be good predictors for the levels of
psychological burdens, with significant coefficients in all the models of Table 5. These results can be associated
to the idea that more educated voters are less likely to feel stressed in public-citizen interactions but may feel
more stigmatized for claiming a public benefit.

) DV: Stresz DV: Stisma
Independent varisbles —y 0 1) Modelz Model3 Model4 Model5  Model§
Leader type 0.001 -0.003 020 021
{Political x {0.15) {0.19) {017 {0.17)
Admimistrative)
Tdeclogy of tha leader 043® 034 024 023
{Right-wing x neutral) {0.15) (0.31) (0.18) {0.29)
B e xa
Right 026 014 -0.10 0.25
(024) {0.32) {023) {0.29)
Laft 025 0.28 0.06 011
{021} {0.28) {0.23) {0.26)
Interaction
(Ideclogy = Omientation)
Leader Faght ¥
Citizan Rizht 028 085
(0.45) (0.43)
Laader Right * 010 0.29
Citizen Left {0.41) {0.38)
Gender 010 011 .11 0.01 001 0.01
{0.27) {0:20) {0.20) {0.19) {0.19) {0.19)
Education 024+ 032 03I 0.26* 024 0.21
(0,12 {0.17) {0.12) {0.10) {0113 {0.11)
Work
MEI - Miero- 018 0.19 0.18 0.02 002 0.05
sntreprensur (0.24) (029) {0.30) {027 (0.28) {0.27)
Low per capta 0.13 0.09 0.05 D.E3Es+  [E0Ese (7@
incoma (0.33) {0.30) {0.30) {0.28) {0.28) {0.28)
Tnformal worker 018 023 01 0.08 0.09 0.11
{0.24) {024 {0.24) {0.22) {022 {0.22)
Marital status
Divoread 0.11 008 010 044 043 034
(0.33) {0.38) {0.39) {0.35) {0.36) {0.36)
Saparated 0.49 0.7 0.81 0.17 0.12 0.29
(L1%) (0.56) (0.37) {051 (0.52) {0.52)
Single 0.05 -0.00% 0.01 014 015 0.08
{0.27) {0:20) {0.20) {0.19) {0.19) {0.19)
Widow 1.08* 129 137 0.84 0.52 0.63
{0.48) (1.10) (111) (1.02) (1.04) (1.02)
Eezion
Northeast 054 040 036 0.01 002 0.08
(041 {0.43) (0.44) (0.40) (041 {0.40)
Morth 023 013 014 038 043 032
(0.43) {0.44) (0.44) {041 (041 {0.41)
Southeast 2001 0.04 0.09 0.13 0.08 0.26
(0.29) {030) (0.3%) {0.29) {0.30) {0.30)
South 018 028 025 0.17 0.16 0.26
{0.35) (037) (0.38) {0.34) (0.33) {0.34)
Constant 0.62 0.99% 0.89 076 066 079
(0.43) (0.46) (0.48) (0.39) (0.43) {0.44)
N 135 135 135 135 135 135
B2 0.08 0.13 0.14 0.20 022 0.27
F 0.84 110 0.97 208 2.04 706

Table 5. OLS Predictions of stress and stigma

Note 1: Standard errors in parentheses.
Note 2: * p < 0.05, " p < 0.01, *** p < 0.001
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Note 3: Leader type and Ideology of the leader are dummy variables for the treatment conditions. Leader
type: 0 = Political leader; 1= Technical leader Ideology of the leader: 0 = Neutral leader; 1 = Political and
technical Right-wing leaders

Note 4: Political orientation of the citizen: 0= Center; 1= Right-wing; 2= Left-wing

Final Remarks

The aim of this research was to understand the impact of different types of public leaders on citizens’
administrative burden when requesting financial aid during the COVID-19 pandemic. Overall, we observed
some insightful findings. Although we could not find any significant difference between political and
administrative leaders, right-wing leaders diminished citizens’ level of stress to request the financial emergency
aid when compared to “neutral” leaders, confirming that, for leaders, the salience of ideology can play an
important role to diminish negative experiences.

To have a deeper understanding of which groups of citizens benefited from those leaders’ communication,
we looked at their political ideology. We identified that more conservative citizens experienced a reduced level
of stigma when right-wing leaders communicate with them but, when citizens reported a left-wing
orientation, they experienced more burdens for all types of leaders. It is reasonable to consider that leftists feel
more stressed and stigmatized given the conservative orientation of former representatives. Also, these results
suggest that political ideology not only alters citizens’ perception of administrative burden but also impacts the
way citizens respond to different types of leaders.

Our study could advance in some important fronts. Theoretically, we could bring the debate about public
leadership into the administrative burdens’ literature and advance on the importance of administrative leaders
for digitalized citizen-state interactions. Specifically, we argue that public leaders may have an important role
on buffering citizens’ perception of costs to deal with the government, but this impact is conditioned on
citizens’ ideological affinity. Although we could not find robust differences between political and
administrative leadership, we can attribute it to the lack legitimacy of the former leaders to entitle beneficiaries
of auxilio emergencial.

The idea of the antileader, according to Couto et al. (2022), describes that there was an incompatibility of
leadership between speech and actions, and, although there were attempts of direct channels of
communication between the president and the population, his discourse provided relief to only part of the
beneficiaries. Drawing from Couto et al. (2022) findings, we noticed that the conflicts of the former president
with governors was not present in the communication with the public bank of Caixa, Pedro Guimaraes, even
though they were both connected and showed an aligned discourse. It suggests that the purported neutrality of
the administrative leader did not work even for left-wing voters.

Other questions and limitations remain. First, along the pandemic, there was a “war of narratives” (Couto
et al,, 2022) in the communication process by leaders. As misinformation has been a huge problem in the last
few governments, the content of the message can play a crucial role in shaping and strengthening public
confidence, and it is therefore important for leaders to ensure that they effectively communicate and
disseminate information in a manner that inspires credibility among the public. In a crisis context, the efficacy
of a public leader's discourse alone may be comparatively weaker than that of other tangible actions, such as
the issuance of a payment schedule.

An important theoretical limitation regards the construction of stigma as part of the “Brazilian”
administrative burden. Stigma depends on cultural context (Madsen et al., 2022) and the concept was
originally developed thinking about the US welfare programs (Herd and Moynihan, 2018). Particularly, it can
be different in the Brazilian context, but we need to remember the strong associations of beneficiaries of Bolsa
Familia (Kawauchi, 2019) and the frequent conservative associations between welfare, deservingness, and
moral judgements about cash transfers to vulnerable people in Brazil.
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In terms of methodology, an important limitation regards the ideology of the leaders. Thinking about the
real-world scenario of a right-wing government, we have just manipulated the ideology of the leader to the
right, which limited our approach. One could think of replicating the design, but with right and left
spectrums.

Moreover, the overrepresentation of southeast participants and their adherence to social networks may have
limited our conclusions. Using Facebook as recruitment tool and our sample size might have imposed their
own limitations, such as the restriction of the findings to the analyzed participants. However, as we have
systematically recruited participants in several groups organized to discuss the “auxilio emergencial”, our
findings can be considered for theoretical and practical purposes. Additionally, the process of requesting and
receiving the emergency aid was completely digitized since its conception (Marins et al., 2021), including the
use of data from Dataprev about potential beneficiaries and the remote action of Caixa Econémica Federal,
which opened digital accounts for beneficiaries who did not have a bank account. Therefore, the online means
of selecting participants also reproduced this interaction.

As suggestion for future studies, one could think of developing a qualitative and observational study in the
Facebook groups to capture other dimensions of burdens. For example, one could observe posts with the
presence of congressmen who actively engaged on the debate about the benefits, who demonstrated a high
level of influence on social media. Also, due to recent scandals of abuse of the former Caixa president, the
impact of the dark side of public leadership (Backhaus and Vogel, 2022) on outcomes like citizens’ trust can be
a particularly interesting for research on citizen-state interactions.
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