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Abstract The mGov4EU project represents an ambitious effort to revolutionise 
European mobile government services. It aims to develop an ecosystem that 
integrates state-of-the-art digital wallet approaches within the framework of eIDAS 
and SDG. This initiative is pivotal in fostering a seamless interface between citizens, 
businesses, and public administrations, enhancing the efficiency and user experience 
in accessing government services. Despite its potential, the mGov4EU project 
confronts many challenges, including legal compliance, technical interoperability, 
user acceptance, and the formulation of viable and sustainable business models. 
These challenges are particularly pronounced in the public sector, where traditional 
business strategies may not align seamlessly with innovative digital service models. 
This chapter focuses on examining the business model aspects of the mGov4EU 
project. It explores the strategies and priorities of the project’s partners, particularly 
in the context of sustaining and scaling the project outcomes within the European 
framework. It reflects on decisions, as well as challenges accordingly. 
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1 Introduction 

The core objective of the mGov4EU (Mobile Cross-Border Government Services 
for Europe) project is to design, implement, and evaluate innovative solutions 
toward an ecosystem for secure and user-centric mobile government services 
[1], particularly in integrating digital wallet approaches. An essential part of 
this ecosystem is extending the development and use of technological building 
blocks within the domains of eIDAS (Electronic Identification, Authentication, 
and Trust Services) and SDG (Single Digital Gateway) via the realisation of 
three different piloting domains, i.e. mobile signature, smart mobility, as well as 
electronic voting. The overall vision is that the mGov4EU approach will ultimately 
foster the interaction between citizens, businesses, and public administrations while 
significantly reducing the associated burden concerning complicated processes and 
administrative overhead in general [2]. 

Before this backdrop, the success and sustainability of such an ecosystem and 
its included building blocks face not only legal challenges, challenges of technical 
interoperability, and challenges concerning usability and user acceptance [3] but  
also business-related challenges. These business-related challenges are faced from 
both sides, the public sector side and the business sector side [4]. Besides others, 
these challenges include securing sustainable funding sources, balancing short-term 
costs vs. long-term benefits, or integrating within existing business models and 
strategies [5–7]. 

Given this scenario of challenges, this chapter investigated the perspective of 
mGov4EU’s business partners concerning initial business model venues for their 
developed building blocks and pilot artefacts. This contribution aims to explore the 
focus points of developing partners in the context of a European project concerning 
perceived priorities for sustaining their project outcomes. 

The remainder of this chapter is structured as follows: Section 2 discusses 
related work concerning business model concepts in general, as well as current 
developments of business model innovation within the public sector. Section 3 then 
continues with the description of the project setting, the chosen methodology for 
exploring business model dynamics within the project, as well as the data used 
within this chapter. Section 4 then presents a summary of the business model 
dynamics, followed by Sect. 5, which discusses interesting findings and some initial 
thoughts on touching points with current developments in the public sector. Finally, 
Sect. 6 closes the chapter with our conclusions, alongside starting points for future 
work. 

2 Background 

The focus of this section is twofold. A brief overview of business model concepts 
from a general perspective is provided on the one side. Conversely, the current state 
of play within the public sector is briefly summarised. This information combined 
shall enable readers to put the results of the workshops into perspective.



Cross-Border Mobile Government Services: Exploring Business Model. . . 183

2.1 Business Model Concepts 

The concept of the business model, originally coined in 1957, encompasses a 
range of definitions that encapsulate its elements and capacity to generate value 
[8]. Most definitions explain business models as concepts that describe and define 
how businesses work and the value generated by stakeholders [9]. In addition, 
Osterwalder’s widely known definition of a business model states that a business 
model describes the rationale of how an organisation creates, delivers, and captures 
value [10]. 

Research has been conducted in various fields regarding concepts or approaches 
to business models. Three perspectives that have shown an interesting intertwining 
of approaches for business models are the following [11, 12]: (i) information 
technology, (ii) organisational management, and (iii) strategic management. 

First, from an information technology perspective, business model concepts took 
an approach that eventually evolved into an organisational theory approach, and 
strategic management approaches for business models were more of a management 
tool [12]. This perspective eventually developed tools and technologies that would 
help assist in faster and more efficient processes regarding documentation and 
analyses. In [13], the authors presented a business model concept that is separated 
into three steps: 

1. The CEO and/or responsible managers determine the available resources and 
business objectives. 

2. The system developer designs the structure and the business process, including 
the appropriation of the resources, thus presenting the business model as a 
simplified business process. 

3. Development of an information system based on the business model. 

Second, the work of [14] highlights that organisational theory views a business 
model as more of an abstract depiction of the company’s architecture. This 
architecture would aim to achieve high results by optimising its organisational 
regulations. Further, this interpretation sees that the business model is no longer 
reduced to the first stages of technology development and includes a wider range 
of services. Regarding organisational theory, it is assumed that some business 
model goals are to understand key business methods better, identify outsourcing 
opportunities, and try out new business concepts [12]. 

Third, the strategic management approach to business models shows how to 
incorporate strategic components in the conception. The approach is based on 
resource-based and market-based views. It relies on strategic approaches to allow 
flexibility to shape and change current business models and tailor them to the 
situation. In addition, there is an introduction of innovation factors that can also 
impact business models [11, 12].
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2.2 Business Model Innovation in the Public Sector 

The public sector, encompassing various governmental and semi-governmental 
organisations, has traditionally been viewed as rigid and slow to adapt compared to 
its private sector counterparts [15]. However, recent literature indicates a significant 
shift toward innovation and adaptability in public sector management. 

Within the strive for innovation, public sector organisations face similar chal-
lenges regarding alignment and anticipation of stakeholder perspectives [16]. By 
their very nature, public organisations cater to a broad spectrum of stakeholders, 
including citizens, policymakers, and other governmental entities. The complexity 
lies in the diverse and sometimes conflicting expectations of these groups. Unlike 
private companies primarily focusing on customer needs and shareholder value, 
public organisations must juggle multiple, often competing, interests. This neces-
sitates a delicate balance between delivering public value (i.e. social good and 
sustainability) and maintaining operational efficiency [17]. While private sector 
organisations increasingly embrace such values within the business models as well 
[18], their focus is still more towards profit orientation [19]. 

Within this context, [20] advocates an innovation-based approach as a key strat-
egy for public sector organisations. Public institutions must evolve continually to 
remain relevant and effective in rapidly changing societal and economic landscapes. 
This perspective encourages public sector organisations to adopt more dynamic and 
flexible business models similar to those in the private sector. This approach allows 
public entities to respond more swiftly to today’s multi-faced changes and emerging 
stakeholder demands, enhancing their ability to serve the public effectively. 

An excellent example of a framework approach towards public sector business 
model innovation can be found in the work of [21]. This comprehensive framework 
can be used by public sector organisations as a strategic planning tool, reflecting 
the necessity for reflexive actions in highly dynamic environments, as well as the 
necessity for revisited (value) negotiation with the relevant stakeholders. 

3 Methodology 

To assess the initial business model venues of the mGov4EU developing partners, 
the Business Model Canvas (BMC) was used to plan and assess potential business 
model approaches and solutions based on the developed building blocks and pilot 
artefacts. A BMC is a strategy tool used for visualising, evaluating, and, if necessary, 
changing business models of organisations or solutions [22]. 

The model comprises a single-page document consisting of nine boxes, each rep-
resenting a fundamental element of a business. The BMC is split into two sections: 
one emphasises the customer or the market (external factors beyond organisational 
control) and one focuses on the business (internal factors primarily within the
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organisational control). This is tied with the value propositions, highlighting the 
value exchange between business and customer. The nine central elements are: 

1. Customer segments: The different groups of people or organisations that a 
business aims to reach and serve 

2. Value propositions: The products or services a business offers its customers 
3. Channels: The ways through which a business delivers its products or services to 

its customers 
4. Customer relationships: The types of relationships that a business establishes 

with its customers 
5. Revenue streams: The ways through which a business generates revenue from its 

customers 
6. Key resources: The most important assets that a business needs to operate 
7. Key activities: The most important things a business must do to deliver its value 

proposition 
8. Key partnerships: A business must work with other businesses or organisations 

to deliver its value proposition 
9. Cost structure: The costs that a business incurs to operate 

To populate this strategic instrument, a co-creation workshop was facilitated 
during a project meeting in Barcelona in October 2022 with the partners of the 
mGov4EU project. The approach involved a detailed examination of each section, 
with ample time allotted for partners to address the pertinent questions associated 
with each unit. The workshop analysis followed a thematic synthesis approach [23] 
and gained a common theme for each proposed business model aspect. 

For better reference, Table 1 outlines the questions posed by our partners during 
the workshop. 

4 Results 

The following section summarises the thematic synthesis for each cluster of aspects 
within the BMC, i.e. the customer segments and value propositions, the distribution 
channels and customer relations, the revenue streams and key resources, as well as 
key activities and cost structures. 

4.1 Customer Segments (Key Partnerships) and Value 
Propositions 

The principal group or organisations that the mGov4EU solution aims to reach pre-
dominantly comprises entities within the public service domain, encompassing both 
providers and consumers of public services. Within the public service providers’ 
side is a heterogeneous cohort containing local, national, and supranational public
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administrations alongside private sector enterprises, each delineated by distinct 
responsibilities and requirements. Particularly noteworthy is the imperative faced 
by public service providers who embark on the digitisation of their procedures. This 
transformative process needs the integration of electronic identification (eID) solu-
tions, with such solutions commonly sourced from central governmental authorities 
or endorsed by supranational institutions, notably directorates engaged in proposing 
a unified solution (such as DG DIGIT, DG CNECT, DG GROW). Depending on 
Member States’ (MS) public administration organisational structure and culture, 
providers may extend to private sector organisations that offer public services and 
operate transnationally within the European Union (EU). 

From the public service consumer perspective in digital governmental interac-
tions, the stakeholders are diverse, comprising public administrations, businesses, 
and citizens. From the standpoint of consumers engaged in digital governmental 
interactions, the stakeholder landscape is characterised by digital government 
service relationships, including public administrations, businesses, and citizens. The 
efficacy of mGov4EU solutions in meeting the needs of these diverse stakeholders 
hinges on the strategic alignment of the sustainability and governance paradigms 
relevant within the mobile government domain. 

The mGov4EU project offers a solution to target users that presents a range of 
essential values that can enhance the primary missions of the target organisations. 
The project partners have envisaged values promoting digital democracy and digital 
sovereignty, thereby increasing EU values and benefiting citizens’ and public 
administration’s efficiency and effectiveness. Digital democracy encompasses the 
values of trust, authenticity, and security. In the case of Internet voting use, the 
project demonstrates that voting can be carried out across borders with a higher 
level of security and trust, including the main parts of electronic authentication and 
identification. In addition, digital sovereignty over data empowers citizens and pub-
lic administrations to control data exchange through various mechanisms, including 
consent forms and user acceptance. Moreover, with the mobile-first approach, 
citizens benefit from the ease of use and user experience. The mGov4EU solution 
represents the first integrated eID/SDG mobile-friendly solution, offering citizens 
an increase in public service consumption efficiency. For public administrations, the 
solution is expected to increase efficiency, efficacy, and effectiveness in exchanging 
data and documents across borders. 

Furthermore, the mGov4EU solution enhances EU values by increasing possi-
bilities of digital access to public services across borders, following and supporting 
policy developments in the EU. Respective MSs and European Commission (EC) 
directorates may reuse the building blocks developed by mGov4EU. Specifically, 
with the policy development of the new European Digital Identity Wallet (EUDI) 
proposed by the EC, the mGov4EU artefacts may already be reused. Thus, the 
mGov4EU advantage lies in its novel and innovative approach, developed for the 
first time in the EU, and may help existing developments in the EU policy cycle.



188 T. J. Lampoltshammer et al.

4.2 Channels and Customer Relationships 

The partners presented a variety of ways to promote the mGov4EU solution for 
the channels section of the BMC, approaches on communicating the solution to the 
target groups, primarily public administrations and the private sector. 

First, it includes presentations at events such as, inter-alia, scientific and technical 
conferences and startup competitions. Second, existing contacts from partners’ net-
works could be utilised to reach out to respective countries’ public administrations. 
Third is reaching out to the general public by promoting the solution through public 
and social media, word of mouth, and general dissemination (newsletters). Last, the 
partners would reach out through scientific publications in respective journals and 
conference proceedings to the specific public in the technical and knowledgeable 
field. 

For the customer relationships, the focus of the mGov4EU project would be 
based on the transactional, dedicated personal assistance and self-service type 
of relationships. The transactional model includes individual interactions without 
a long-term commitment; this includes using the mGov4EU solutions, primarily 
based on the customer. However, in case of need and unforeseen issues, the partners 
would have dedicated personal assistance to help overcome issues. Last, the self-
service approach will also be used as an extensive knowledge base, frequently asked 
questions (FAQs), and tutorials that may allow users to address the issues, learn new 
features, and make the most of the mGov4EU solution without requesting personal 
assistance. 

4.3 Revenue Streams and Key Resources 

The mGov4EU project is driven by a non-profit agenda, primarily supported 
by public funding. Additional revenue avenues may be explored by providing 
consultancy services and licensing for commercial purposes. The partners identified 
several important approaches towards revenue streams based on the types of partners 
involved in the project. While not considering licensing a favourable option, the 
legal partner deemed consultancy fees for integration and customisation more 
viable. Technical partners have delineated revenue streams encompassing both non-
profit and profit options. While the solution remains proprietary, certain modules 
of mGov4EU could be made an open source. Customers remit payments per 
service utilised, independent of the code license. Partners involved in technical 
aspects have also indicated a lack of specific revenue interest in the non-profit 
budget context. Alternative revenue streams under consideration include consulting, 
support, operational contracts, and indirect sources such as added value through 
extended use by private service providers. Profitable prospects include the solution 
as a foundational enabler for future endeavours, fostering synergies with related 
activities, attracting additional clients, and securing public funding. Partners not
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involved in the technical aspects advocate for an open-source model for public 
administration and citizens, coupled with licensing for commercial entities. They 
emphasise customer payment for utilised services. Additional revenue streams 
include tailored solutions with supplemental license fees, dual licensing, support 
services for foundational components, base funding from the EC, customer sub-
scription fees, and, notably, charges based on usage. 

The successful execution of this project business model necessitates both human 
and financial capital. Licensing is a pivotal resource; however, the partners have 
also underscored the importance of legality, data, technical considerations, research 
and development (R&D) funding, maintenance and marketing, and intellectual 
resources within their respective business models. The legal partner indicated that 
a dedicated budget for producing a high-quality demonstration video (akin to 
the Once-Only Principle Project [24]) would be instrumental in facilitating active 
promotion. Furthermore, partners proposed that an ownership strategy and licensing 
arrangements are integral resources. The partners should reach a consensus on a 
unified strategy if they decide to proceed. From the viewpoint of the technical 
partners, human and financial resources are indispensable for carrying out the 
key activities outlined earlier. Expertise in technical and legal domains is also a 
prerequisite. Partners have additionally highlighted the need for more researchers 
and developers as key resources and the acquisition of grants for R&D. Mirroring 
the sentiments of the technical partners, the non-technical partners have cited 
financial and human resources as necessary for maintenance, support, marketing, 
and development. They perceive the key resources as contributions to standards and 
sustainability through new research grants or licensed products at no cost. Data and 
trust also play crucial roles as key resources. 

4.4 Key Activities and Cost Structure 

Key activities involved in the business model of the solution are the following. 
Primarily, the principal activities encompass human resources and R&D activities. 
Engaging the target demographic facilitates the integration of innovative solutions 
and ideas, thereby ensuring continuous performance enhancement, maintenance, 
and support for the updates that need to be provided for the mGov4EU solution. The 
legal partner indicated the provision of an out-of-the-box demonstration promotion 
of the resolution and consistent support as their primary activities. The majority of 
the technical partners identified technical maintenance, development, and marketing 
activities aimed at disseminating the solution as their main activities. Additional 
activities include research on usability and privacy aspects and continuous customer 
support. One technical partner emphasised the importance of communicating with 
relevant key partners and testing and piloting modules beyond the mGov4EU pilot 
scope to gain confidence in its broader applicability. Non-technical partners have 
listed activities such as code stewardship, incorporating the solutions and knowledge 
into subsequent projects, and publishing the results and repositories. Other activities
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include R&D, stakeholder engagement, organising and attending fairs, and market-
ing. Maintenance and support, marketing and information campaigns, continuous 
improvements and developments, and patenting were also key activities. 

The allocation of resources, both human and infrastructural, constitutes a sig-
nificant portion of the overall expenditure. This is followed by costs associated 
with marketing and the organisation of events and workshops. Expenditures for 
R&D, patenting, and legal consultancy will span several years. Lean cost structure is 
achieved through establishing an expert network and maintaining an online presence 
for a few years. The need for a Web site and promotional activities is anticipated to 
persist for a similar duration. The cost structures identified encompass infrastruc-
ture, maintenance, marketing, and human resources. This includes developers and 
senior architects with knowledge of the national/EU environment (eIDAS, SDG), 
advertising, and support for additional R&D. One technical partner suggested that 
organising workshops and fares could incur in high costs. By contrast, fare tickets 
could range from low to medium expenses. Cloud infrastructure is expected to 
incur medium charges, with human resources being the costliest. In comparison, 
non-technical partners highlighted human resources, patenting, representation costs 
(e.g. symposia, events), and technical hardware costs. Additional charges include 
maintaining an online presence, training on how to use or integrate the building 
blocks, sandboxing services for demonstrations, and legal consultancy. It was also 
noted that costs are covered up to a certain technology readiness (TR) level, and as 
the TR level increases, additional revenue sources will be required. 

5 Reflection 

This section aims to reflect on a selection of challenges within the respective aspects 
of the BMC and the associated workshop results to raise awareness for similar 
development activities and projects and to share the lessons learned. 

1. Customer Segments and Value Propositions 
The mGov4EU project targets a broad spectrum of public service stakeholders, 
including providers and consumers. This dual focus on public service providers 
(local, national, supranational administrations, and private sector enterprises) 
and consumers (public administrations, businesses, and citizens) demonstrates 
a comprehensive approach to digital governance. 
While the project ambitiously addresses a wide range of stakeholders, the 
challenge lies in catering to these different groups’ diverse needs and technical 
capabilities. Sustainable, digital solutions are required to be accessible and 
user-friendly for all, especially for citizens who might not be technologically 
adept. This challenge is further amplified, as building blocks and the underlying 
technology need to be compatible with existing infrastructure and service ecosys-
tems, which consequently can limit design decisions and would occasionally 
require a fundamental redesign of either the digital building block or the service 
ecosystem at its core.
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2. Channels and Customer Relationships 
The varied communication strategies, including presentations, media promo-
tion, and scientific publications, indicate a thorough approach to outreach and 
engagement. The focus on transactional, personal assistance and self-service in 
customer relationships is commendable. 
However, relying on transactional relationships might not foster long-term user 
engagement or loyalty. Implementing strategies must incorporate the promotion 
of ongoing engagement and feedback loops with its users. Again, this requires a 
high level of alignment, as direct interaction without an intermediary might be 
limited depending on who the users are, e.g. public administration vs. citizens. 

3. Revenue Streams and Key Resources 
The non-profit nature of the project, supported by public funding and supple-
mented by consultancy services and licensing, reflects a commitment to public 
service. The consideration of open-source components is a positive step towards 
transparency and collaboration. 
The challenge will be maintaining financial sustainability and balancing the need 
for revenue generation with the project’s non-profit ethos. Additionally, reliance 
on public funding can be precarious, requiring the exploration of more diverse 
and stable revenue streams. However, the dual use of developed technologies, i.e. 
in the public and the private sector, might be limited due to the high degree of 
specialisation of the provided service or building block. Furthermore, this dual-
use strategy needs to be embraced from the very beginning, as changing such 
fundamental aspects later might introduce insurmountable obstacles. 

4. Key Activities and Cost Structure 
The emphasis on R&D, technical maintenance, marketing, and legal considera-
tions showcases a well-rounded approach to project development. The allocation 
of resources to these activities is critical for the project’s success. 
There is a risk of resource allocation being spread too thin across the various 
building blocks to be sustained. The cost structure also raises concerns about 
long-term financial sustainability, especially given the reliance on external 
funding. 

6 Conclusions 

The mGov4EU project represents a significant stride towards realising a digitally 
empowered European Union, where cross-border government services are acces-
sible, efficient, and user-centric. This initiative, as explored in this chapter, aligns 
with the broader goals of eIDAS and SDG, fostering an ecosystem that is not only 
technologically advanced but also secure and trustworthy. 

The project’s emphasis on integrating digital wallet approaches and developing 
technological building blocks has contributed significantly towards the future 
of digital governance and service provision. By focusing on mobile platforms, 
mGov4EU addresses a critical aspect of modern communication and service 
delivery, acknowledging the ubiquitous nature of mobile technology in everyday 
life. This approach ensures that government services are not only more accessible



192 T. J. Lampoltshammer et al.

but also aligned with the contemporary user’s expectations of convenience and 
immediacy. 

Throughout the various stages of development and implementation, the project 
has demonstrated a keen understanding of the complex landscape of public ser-
vice provision in the EU. The heterogeneity of stakeholders, including public 
administrations, businesses, and citizens, presents unique challenges in terms of 
requirements, expectations, and technical capabilities. The mGov4EU project has 
addressed these challenges, showcasing a model of inclusiveness and adaptability. 
One strong aspect, in particular, is the project’s commitment to digital democracy 
and sovereignty, which resonates deeply with the core values of the European Union. 
By emphasising principles like trust, security, and data empowerment, mGov4EU 
reinforces the democratic foundations upon which the EU is built. 

The project’s business model approach, which encompasses diverse revenue 
streams and resource allocation strategies, reflects the need for a nuanced under-
standing of the financial landscape. The non-profit nature, supplemented by con-
sultancy services and licensing, balances public service commitment and financial 
viability. Moreover, the open-source components of the project promote trans-
parency, collaboration, and innovation, setting a precedent for future initiatives in 
the public sector. 

However, as with any innovative venture, the mGov4EU project faces its set 
of challenges. While a strength, the diversity of the stakeholder base also poses 
the risk of diluting the focus and impact. Financial sustainability remains a 
concern, especially given the reliance on external funding sources. Furthermore, the 
technological landscape is rapidly evolving, and future trustees of the project results 
need to carefully but swiftly follow these developments and act upon them. 
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