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Abstract. The purpose of the research was to substantiate the theoretical foundations of the “super-app” concept and
to evaluate its applicability for public sector digitalisation, with a particular focus on Ukraine. Although super-app
ecosystems have become a prominent phenomenon in the private sector, the academic literature still lacks a unified
definition of a super-app and provides limited analysis of its potential role in public service delivery. To address this gap,
the study employs a mixed-methods approach that combines comparative analysis, structural-functional analysis and
qualitative assessment of international and national case studies. The research compared mature super-app ecosystems
(WeChat, Grab, Gojek and Kakao) with emerging super-app platforms (Uber, Revolut, Glovo and Diia) in order to identify
the core criteria that distinguish fully developed super-apps from platforms at earlier stages of ecosystem formation.
The results demonstrated that mature super-apps are characterised by deep service integration, embedded digital
identity and payment infrastructures, ecosystem openness and sustained user engagement across multiple domains
of daily activity. Emerging platforms only partially meet these criteria, revealing structural gaps related to governance
models, regulatory environments and ecosystem coordination. Applying this analytical framework to Ukraine, the study
examined Diia as a potential public-sector super-app. The findings indicated that Diia exhibits several defining features
of a super-app, including centralised digital identification, wide service coverage and large-scale user adoption. The
study proposed strategic directions for enhancing Diia’s evolution toward a public-sector super-app model, and also an
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authorial definition of a “super-app for the public sector”, which is expanding theoretical understanding of platform-

based digital governance

Keywords: digital governance; platform ecosystems; public service integration; digital public infrastructure;

e-government innovations

¢ INTRODUCTION

In the context of accelerated digital transformation and
rising public expectations, governments worldwide face
increasing pressure to provide public services that are as
seamless, integrated and user-centric as those offered by
the private sector. Digital platforms are gradually replac-
ing fragmented administrative systems, enabling citizens
to access services through unified digital interfaces. At the
same time, the growing complexity of socio-economic chal-
lenges requires governments to adopt more efficient digital
governance models capable of integrating multiple servic-
es and actors within a single digital environment. Under
such conditions, the search for platform-based approaches
that simplify interactions between citizens, businesses and
public institutions has become increasingly relevant. One
of the emerging concepts in this area is the super-app mod-
el, which consolidates multiple services into a single digital
ecosystem accessible through one interface.

Academic research increasingly examines the su-
per-app phenomenon from different perspectives. A. Ba-
logh & J. Varga (2024) analysed the role of super-apps in
enhancing customer experience and innovation manage-
ment, concluding that these platforms represent a new
type of digital ecosystem where multiple services are in-
tegrated within a unified technological environment. The
authors emphasised that despite the rapid diffusion of su-
per-apps in practice, the concept still lacks a precise aca-
demic definition and therefore requires further theoretical
clarification. L. Ochoa (2025) explored the development of
super-app ecosystems from an economic perspective and
highlighted the importance of integrating diverse servic-
es such as payments, transportation, communication and
digital commerce within a single platform. According to
the author, the success of super-apps lies in their ability
to reduce user friction by eliminating the need to switch
between different applications for everyday tasks. Studies
in information systems emphasised the broader role of
digital platforms in strengthening institutional and eco-
nomic resilience.

R. Floetgen et al. (2021) introduced the concept of
platform ecosystem resilience and demonstrated that
digital platforms can support adaptive responses to large-
scale disruptions by coordinating services and actors
within integrated ecosystems. W. Boh et al. (2023) exam-
ined how digital infrastructures contribute to building re-
silience during major shocks, highlighting the importance
of flexible digital architectures and cross-sector collabo-
ration. Y. Tim et al. (2023) further showed that crisis-driv-
en information systems enable organisations to maintain
service continuity during disruptive events through inte-
grated digital solutions. The role of digital services has
also been examined in the context of public administra-
tion. V. Levesque et al. (2024) analysed the contribution
of municipal digital services to community resilience and
concluded that digital service platforms can improve the
ability of local governments to respond to socio-economic

challenges and deliver accessible public services. H. Li &
G. Kostka (2022) investigated digital participation within
government-operated digital platforms and demonstrated
that the effectiveness of such systems largely depends on
institutional design and citizen engagement mechanisms
embedded in platform architecture. S. An et al. (2024) in-
vestigated the role of digital solutions in enhancing user
engagement in public and semi-public service systems
and demonstrated that platform-based approaches, in-
cluding gamification mechanisms, can significantly im-
prove user acceptance and interaction with digital servic-
es. The authors concluded that the effectiveness of digital
service platforms depends not only on technological in-
tegration but also on user-centered design features that
facilitate accessibility and sustained engagement.

Ukrainian researchers have also begun to analyse
these processes within the context of national digital
transformation. N. Gavkalova & O. Kunitsyn (2025) exam-
ined the development of digital platforms in the public
sector and emphasised that Ukraine’s rapid digital trans-
formation has created new opportunities for integrating
public services within unified digital systems. The authors
noted that the concept of a super-app remains insuffi-
ciently explored in relation to public administration, par-
ticularly regarding how platform-based ecosystems can
be adapted to government service delivery. Another con-
tribution to understanding Ukraine’s digital transforma-
tion was made by V. Vyhovska et al. (2025), who analysed
the evolution of digital government reforms in Ukraine
and demonstrated that the Diia platform significantly ac-
celerated the digitalisation of administrative services.

Despite the growing number of studies devoted to
digital platforms and super-apps, several important as-
pects remain insufficiently explored. Existing research
primarily focuses on private-sector super-app ecosys-
tems, particularly those developed in Asian markets,
while the potential application of the super-app model
in public governance remains largely understudied. Fur-
thermore, the literature lacks a unified conceptual frame-
work that distinguishes mature super-app ecosystems
from emerging multi-service platforms. These limitations
highlight the need for further research aimed at clarifying
the theoretical foundations of the super-app concept and
assessing its applicability to public sector digitalisation.
The aim of this study was to substantiate the theoretical
foundations of the super-app concept and evaluate its ap-
plicability to public sector digitalisation, with particular
attention to the case of Ukraine. To achieve this aim, the
study develops a conceptual definition of a super-app that
incorporates public sector characteristics, distinguish-
es between mature super-app ecosystems and emerging
multi-service platforms by identifying key criteria of ma-
turity, and evaluates the extent to which the Ukrainian
digital platform Diia corresponds to these criteria as a po-
tential “super-app for the public sector”.
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e MATERIALS AND METHODS

The research adopted a qualitative, theory-driven research
design aimed at conceptualising the notion of super-apps
and assessing their applicability to the digitalisation of
public services, with a particular focus on Ukraine’s digi-
tal platform Diia. Given the interdisciplinary nature of the
super-app phenomenon, which situated at the intersection
of digital platform theory, ecosystem economics, finan-
cial technologies and public administration, this research
employs a comparative analytical methodology combined
with systematic literature synthesis and case-based evalu-
ation. This approach enabled the identification of structur-
al characteristics that distinguished super-apps from con-
ventional digital platforms and supports the development
of an analytically grounded typology applicable to both
private and public sectors.

The methodological framework of the research based
on a comparative multiple-case study design, which is
widely applied in platform and innovation studies to ex-
plore emerging digital phenomena characterised by heter-
ogeneity and rapid evolution (Yazan & Vasconcelos, 2015).
This approach allows for structured comparison across di-
verse platform configurations and supports theory build-
ing in contexts where unified definitions and measurement
standards are still under development. This approach in-
tegrated two complementary methods. The first method
is a qualitative comparative analysis which was applied to
selected digital platforms using analytically derived crite-
ria that reflect core dimensions of super-app functionality.
The second method is an analytical synthesis which was
used to translate comparative findings into structured rec-
ommendations for public-sector application, specifically in
the Ukrainian context.

A key methodological contribution of this study was
the introduction of a two-tier typology of super-apps,
distinguishing between “Mature Super-App Ecosystems”
and “Emerging Super-App Platforms”. This classification
responds to the lack of a unified academic definition of
super-apps and reflects observed differences in platform
maturity, ecosystem structure and also a functional inte-
gration identified in literature. “Mature Super-App Eco-
systems” are defined as digital platforms that demonstrate
a high degree of multi-service integration across sectors,
including communication, payments, mobility, commerce
and additional everyday services, supported by a unified
identity and payment infrastructure. These platforms
typically operate as ecosystem orchestrators, enabling
third-party services through mini-app architectures or
open APIs and exhibit strong user lock-in driven by net-
work effects and service bundling. Studies of M. Hassel-
wander (2024) and L. Ochoa (2025) emphasised that such
ecosystems function as quasi-operating systems for daily
digital life, rather than as mere aggregators of services.
By contrast, “Emerging Super-App Platforms” are charac-
terised by partial fulfilment of super-app criteria. While
these platforms integrate multiple services and may in-
clude embedded financial or identity components, they
lack the full ecosystem openness, platform architecture or
cross-sector depth observed in mature super-apps. This
category reflects the evolutionary nature of super-app de-
velopment, aligning with research of M. Hasselwander &
D. Weiss (2025) that conceptualises platform maturity as
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a dynamic process rather than a binary state. The distinc-
tion between mature and emerging platforms provides an
analytical lens for identifying structural gaps and devel-
opment trajectories.

The selection of platforms for comparative analy-
sis was guided by three criteria: theoretical relevance to
the super-app concept, empirical evidence of multi-ser-
vice integration and availability of reliable academic and
policy documentation. Based on these criteria, four plat-
forms were classified as “Mature Super-App Ecosystems”:
WeChat, Grab, Gojek and Kakao. These platforms are
consistently cited in academic and industry literature as
paradigmatic examples of super-apps and represent di-
verse regional contexts, primarily in East and Southeast
Asia, where market conditions and digital adoption pat-
terns have historically favoured ecosystem consolidation
(Hasselwander, 2024). WeChat is widely recognised as the
archetypal super-app, integrating messaging, payments,
commerce and a vast ecosystem of mini-programs within a
single interface. Grab and Gojek exemplify the transforma-
tion of mobility platforms into multi-service ecosystems
encompassing financial services, logistics and on-demand
offerings. Kakao represents a similar trajectory within the
South Korean digital ecosystem, combining communi-
cation, payments and content services. These cases col-
lectively illustrate the structural features associated with
super-app maturity, including ecosystem governance, fi-
nancial integration and platform extensibility.

The group of “Emerging Super-App Platforms” in-
cludes Uber, Revolut, Glovo and Diia. These platforms were
selected to capture different sectoral pathways toward
super-app development. Uber represents a mobility-cen-
tred expansion strategy, Revolut reflects a finance-led in-
tegration model and Glovo illustrates service aggregation
within logistics and delivery markets. Diia, as Ukraine’s na-
tional digital public services platform, represents a unique
public-sector case, enabling the examination of whether
super-app logic can be effectively applied beyond com-
mercial ecosystems. The inclusion of Diia is theoretically
justified by scientific literature on digital public infrastruc-
ture and platform governance, which suggests that public
digital platforms increasingly adopt features traditionally
associated with private digital ecosystems, such as cen-
tralised identity, service bundling and API-based integra-
tion (Vyhovska et al., 2025). At the same time, Diia’s public
mandate and regulatory context differentiate it from pri-
vate super-apps, making it a critical case for exploring the
boundaries of the super-app concept.

The comparative analysis was conducted using a set
of criteria derived from the literature on super-apps and
digital platform ecosystems. The criteria were select-
ed through a structured review of academic and industry
publications on super-app architectures and multi-service
digital platforms. At the first stage, the key characteristics
of super-app ecosystems most frequently discussed in the
literature were identified, including service integration,
embedded financial infrastructure, platform modularity,
ecosystem partnerships and value creation mechanisms.
At the second stage, these characteristics were systema-
tised and grouped into analytical dimensions that allow for
cross-platform comparison. As a result of this synthesis,
six criteria were selected for the comparative framework:
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the presence of integrated payment systems, platform or
mini-app architecture, ecosystem openness, service bun-
dling logic, economic value generation mechanisms and
the degree of private-sector integration. These criteria
were chosen because they reflect the core structural fea-
tures that distinguish super-app ecosystems from conven-
tional digital platforms and are consistently emphasised
in platform research. Other potential characteristics dis-
cussed in the literature, such as user interface design or
marketing strategies, were not included in the analytical
framework because they are more context-dependent and
less relevant for assessing the structural maturity of plat-
form ecosystems. Each platform was assessed qualitatively
against the selected criteria based on documented func-
tionalities, institutional arrangements and strategic ori-
entation. This analytical procedure follows methodological
precedents in platform research that emphasise qualita-

tive, criteria-based comparison as a means of identifying
structural patterns and development gaps.

e RESULTS

Mature super-app ecosystems: A comparative analysis
The comparative analysis of mature super-app ecosystems
constitutes the empirical foundation for identifying the
structural characteristics that distinguish super-apps from
conventional multi-service digital platforms. Table 1 is
representing an analysis of four internationally recognised
mature super-app ecosystems, using a set of analytically
derived criteria reflecting platform architecture, service in-
tegration, ecosystem governance and economic functional-
ity. The purpose of this comparison is not to rank platforms,
but to extract common structural features that collectively
define super-app maturity and serve as a benchmark for
evaluating emerging platforms in subsequent analysis.

Table 1. Criteria of mature super-app ecosystems

WeChat (China) Grab (Southeast Asia) Gojek (Indonesia) Kakao (South Korea)

Centralised digital
identity

WeChat operates a
unified account that
ties social features
(e.g., chat) to services
like payments, mini-
programs, commerce
and public services via
one login infrastructure.
This identity persists
across transactions and
embedded mini-services.

Grab uses a single
login that lets users
access ride-hailing,

food delivery, payment
wallet (GrabPay) and
other services from one
account across multiple
Southeast Asian markets.

Gojek provides one
account for ride-hailing,
logistics, payments
(GoPay) and additional
services, creating
continuity across its
ecosystem.

KakaoTalk’s single
user account spans
messaging, payments
(KakaoPay), mobility
services (Kakao T) and
entertainment, enabling
integrated user access
across services.

Integrated payment
system

WeChat Pay is built into
the app and supports
peer-to-peer money
transfer, QR payments in
physical stores, in-app
purchases and broad
digital commerce.

GrabPay started as
an in-app payment
wallet and expanded
to merchant payments,
financial tools, micro-
insurance and lending
functions within the app
ecosystem.

Gojek’s GoPay wallet is
integrated within the
app, enabling payments
for rides, deliveries,
logistics and partner
merchant services,
creating a self-contained
transactional layer.

Kakao integrates
KakaoPay within its
platform, enabling
users to make digital
payments, transfer funds
and settle transactions
across multiple Kakao
services.

Multi-sector service
integration

WeChat supports
messaging, social
networking, payments,
commerce, travel
booking, utility bill
payments, government
mini-services and mini-
program integrations
without leaving the app.

Grab combines
transportation, food
and grocery delivery,

payments, hotel
bookings and financial
services, reflecting broad
horizontal expansion
across everyday user
needs.

Gojek offers ride-hailing,
food delivery (GoFood),
logistics and payments,
expanding into fintech

and lifestyle services
through partnerships and
integrations.

Kakao provides
messaging, mobile
payments, ride-
hailing via Kakao T,
entertainment content
and commerce services
within its interconnected
platform.

Platform architecture
(mini-apps, APIs)

WeChat’s mini-programs
are internal ecosystems
of lightweight apps
that offer a wide range
of services: from
e-commerce to service
booking, allowing third
parties to build within
the platform.

Grab’s modular
ecosystem (transport,
delivery, payment,
financial) enables
expansion of partner
services and internal
modules under one
interface.

Gojek’s ecosystem
provides modular
access to varied services
(GoRide, GoSend,
GoShop) that operate
within a unified app.

Kakao’s ecosystem
uses integrated service
modules (e.g., KakaoPay,
Kakao T) that operate
within the Kakao
platform across services.

Ecosystem openness

WeChat’s mini-
program ecosystem
allows developers and
merchants to deploy
services inside the app
interface, increasing
third-party participation.

Grab collaborates with
external brands and
services, incorporating
partner offerings like
Agoda, third-party
merchants and financial
partners into its
ecosystem.

Gojek works with local
partners (e.g., payment
partners, logistics
providers) to broaden
service offerings,
supporting SME
inclusion.

Kakao’s API and
developer interfaces
enable some external
integrations (e.g.,

KakaoPay integration
with partner services)

that expand the

ecosystem.
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Table 1, Continued

WeChat (China) Grab (Southeast Asia) Gojek (Indonesia) Kakao (South Korea)

Institutional
embeddedness

WeChat’s broad adoption
in China includes
integrations with

government services

(e.g., civic functionalities

in mini-programs) and
deep market penetration,
making it embedded
in social and economic
routines.

Grab’s super-app strategy
involves partnerships
across regulated domains
(banking partners,
insurers) and compliance
with regional regulatory
environments (e.g.,
finance, transport, data).

Gojek aligns with local
regulatory standards
and works with financial
and logistic partners,
embedding itself in
Indonesia’s digital
economy.

Kakao’s dominance in
the Republic of Korea
and collaborations
with financial service
providers (KakaoPay)
position it within
regulated digital
infrastructures.

Economic value
exchange

WeChat drives commerce
and payments at
massive scale, enabling
merchants and
consumers to trade, book
services and transact
inside one ecosystem.

Grab’s ecosystem
generates value through
transport, delivery fees,

wallet transactions,
merchant services
insurance products and
financial offerings.

Gojek’s integration of
services and payments
creates economic flows

across mobility, logistics
and merchant platforms.

Kakao’s economy
spans payments,
entertainment, mobility
and digital services,
creating transaction
ecosystems across
sectors.

Source: compiled by the authors based on U. Florene (2020), J. Osio (2020), The rise of the super app (2022), Find more about WeChat —

China’s superapp at a glance (2024), A. Mustapha (2024), P. Sanchez (2025), S. Jesse (2026), Creating the superapp (n.d.)

A defining characteristic observed across all mature
super-app ecosystems is the presence of a deeply inte-
grated payment infrastructure embedded within the core
platform architecture. In all examined cases, digital pay-
ments are not treated as an auxiliary service but function
as a foundational layer enabling transactions across mul-
tiple service domains. WeChat Pay, GrabPay, GoPay and
KakaoPay operate as interoperable financial instruments
tightly coupled with identity systems, service access and
third-party integrations. The comparative findings con-
firm that without an integrated payment layer, platforms
struggle to achieve the functional density required for su-
per-app status. Closely related to financial integration is
the existence of a platform-based architecture, typically
manifested through mini-app or modular service frame-
works. All mature super-apps analysed operate as exten-
sible platforms rather than closed applications. WeChat’s
mini-program ecosystem represents the most advanced
example, allowing third-party developers to deploy ser-
vices that operate natively within the super-app envi-
ronment. Grab and Gojek similarly provide modular inte-
gration frameworks that enable partners to offer services
ranging from food delivery to financial products. Kakao’s
platform architecture integrates communication, content
and transactional services within a unified ecosystem.
Academic literature consistently identifies platform ex-
tensibility as a critical differentiator between super-apps
and multi-service aggregators, as it enables continuous
ecosystem expansion without proportional increases in
platform complexity (Lucas & Lopes, 2024). The compara-
tive analysis confirms that mature super-apps function as
service orchestration platforms, not merely as collections
of internally developed features.

Another core dimension of maturity evident in Ta-
ble 1 is the openness of the service ecosystem, albeit
within controlled governance frameworks. While none of
the examined platforms operate as fully open systems, all
demonstrate selective openness through APIs, certification
mechanisms and partnership models that allow external
actors to contribute services while maintaining platform
control. The ability to incorporate third-party services
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while enforcing technical, security and regulatory stand-
ards enables mature super-apps to scale rapidly without
compromising platform integrity. The comparative evi-
dence suggests that ecosystem openness is not binary but
operates along a spectrum, with mature super-apps occu-
pying a strategically managed middle ground. Service bun-
dling logic emerges as another defining criterion differen-
tiating mature super-apps from less developed platforms.
In all analysed cases, services are organised around user
life-contexts and everyday needs, rather than institutional
or sectoral boundaries. For example, Grab and Gojek inte-
grate mobility, food delivery, payments and financial ser-
vices in ways that reflect daily consumption patterns, while
WeChat embeds communication, commerce and public
services into a continuous user journey.

Economic value generation mechanisms further dis-
tinguish mature super-app ecosystems from emerging
platforms. All platforms examined generate value not only
through direct monetisation, such as transaction fees or
financial services, but also through indirect mechanisms
including data-driven service optimisation, ecosystem par-
ticipation fees and cross-subsidisation strategies. Studies
on super-app economics emphasise that such platforms
operate as multi-sided markets, where value creation ex-
tends beyond individual transactions to encompass eco-
system-wide efficiencies and innovation incentives (Gar-
cia et al., 2025). The comparative analysis confirms that
economic sustainability in mature super-apps is closely
tied to their ability to internalise multiple value streams
across sectors, reinforcing their central role in digital econ-
omies. Another salient criterion evident across all mature
super-apps is the integration of identity and trust mecha-
nisms within the platform infrastructure. Digital identity
systems, whether explicit or implicit, underpin user au-
thentication, financial transactions and access to services.
WeChat’s identity framework, Grab’s verified user profiles
and Kakao’s authentication systems collectively illustrate
how trust is operationalised at scale within super-app eco-
systems. This finding aligns with researches highlighting
trust infrastructure as a prerequisite for platform expan-
sion, particularly when financial and quasi-public services
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are involved (Hasselwander & Weiss, 2025). The compar-
ative evidence indicates that identity integration is not
merely a technical feature but a governance mechanism
that enables ecosystem stability and user confidence.

The role of cross-sector integration further differ-
entiates mature super-apps from platforms that remain
sector-bound. All examined platforms extend across tra-
ditional sectoral boundaries, combining elements of mo-
bility, finance, commerce, communication and in some
cases public services. This cross-sector integration reflects
a strategic shift from vertical specialisation to horisontal
ecosystem control, a trend widely documented in digital
platform research (Hasselwander, 2024). The comparative
analysis demonstrates that super-app maturity is associ-
ated with the ability to operate at the intersection of mul-
tiple sectors, thereby embedding the platform into diverse
aspects of users’ daily lives. Importantly, while these plat-
forms share common structural characteristics, the com-
parative analysis also reveals contextual variation in how
super-app ecosystems evolve. Regional regulatory environ-
ments, market conditions and cultural factors shape plat-
form strategies and service configurations. For instance,
the prominence of financial inclusion goals in Southeast
Asian super-apps reflects regional banking gaps, while
communication-centred integration in East Asian plat-
forms reflects different user behaviours and institutional
contexts. These variations underscore that super-app ma-
turity does not imply uniformity, but rather convergence
around a set of functional and structural principles adapt-
ed to local conditions (Ochoa, 2025).

Synthesising the comparative findings from Table 1,
the analysis identifies a constellation of interdependent
criteria that collectively define mature super-app ecosys-
tems: integrated payment infrastructure, platform-based
architecture, controlled ecosystem openness, user-centric

service bundling, multi-channel economic value genera-
tion, embedded trust mechanisms and cross-sector inte-
gration. Crucially, none of these criteria alone is sufficient
to confer super-app status. Instead, maturity emerges from
the systemic interaction of these elements within a coher-
ent platform governance framework (Jain & Jain, 2025).
The comparative analysis thus provides an empirically
grounded basis for distinguishing mature super-app eco-
systems from emerging platforms and establishes a refer-
ence framework for assessing the developmental gaps of
platforms aspiring to super-app status. In the context of
this research, the results of this comparative analysis serve
two key functions. First, they operationalise the concept
of super-app maturity in analytically measurable terms,
addressing the conceptual ambiguity identified in the lit-
erature. Second, they provide a benchmark against which
emerging platforms, including public-sector platforms
such as Diia, can be systematically evaluated. By identify-
ing the structural features that enable mature super-apps
to function as integrated digital ecosystems, this analysis
lays the groundwork for subsequent examination of emerg-
ing platforms and the formulation of evidence-based rec-
ommendations for public-sector super-app development.

Emerging super-app platforms: A comparative analysis
The comparative analysis of emerging super-app platforms
examines the structural and functional characteristics of
selected digital platforms that exhibit partial fulfilment
of the criteria identified for mature super-app ecosystems
(Table 2). By applying these same criteria to emerging se-
lected platforms, which are Uber, Revolut, Glovo and the
Ukrainian Diia, this subsection identifies developmen-
tal gaps and contextual configurations that differentiate
emerging platforms from mature super-app ecosystems
and highlights potential pathways for platform evolution.

Table 2. Applying criteria of mature super-apps ecosystems to emerging super-app platforms

Uber (USA) Revolut (UK) Glovo (Spain) Diia (Ukraine)

Centralised digital

Uber provides a single
user account that enables
access to ride-hailing,
food delivery (Uber Eats)

Revolut operates a
centralised digital
identity tightly linked to
regulatory compliance,
enabling access to

Glovo uses a single
user profile for food
delivery, courier services

Diia provides a state-
verified digital identity
linked to national
registries, enabling

identity and logistics services, . and grocery purchases, | secure access to multiple
- X . banking, payments, . o . .
but the identity remains | . though identity is limited | public services through
. ; investments and crypto . .
service-centric rather . - to transactional usage. a single government-
. services within one .
than ecosystem-wide. issued account.
account.
Uber integrates Revolut offers a fully
payments primarily for integrated digital Glovo supports in-app Diia currently does not
in-app transactions banking infrastructure payments for services provide native payment
Integrated payment related to rides and including payments, but relies on external infrastructure; financial
system deliveries, without cards, transfers and payment providers and transactions remain

offering an open
financial ecosystem or
wallet-based expansion.

financial instruments,
positioning it as a
financial super-app.

lacks native financial
services.

external (banks, third-
party payment systems).

Multi-sector service
integration

Uber has expanded
from mobility into food
delivery and logistics, but
remains concentrated
within urban services
and lacks broader
lifestyle or public
integration.

Revolut integrates
multiple financial sectors
(banking, investments,
insurance, crypto) but
remains largely confined
to the financial domain.

Glovo integrates food
delivery, groceries and
courier services, focusing
on urban consumption
rather than cross-sector
ecosystems.

Diia integrates
administrative services,
digital documents, social
services and selected
business services,
covering multiple public-
sector domains.
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Table 2, Continued

Uber (USA) Revolut (UK) Glovo (Spain) Diia (Ukraine)

Platform architecture
(mini-apps, APIs)

Uber provides APIs
mainly for developers
and partners but does

not host third-party

mini-apps within its
interface.

Revolut offers APIs for
fintech integrations
but maintains a closed
ecosystem centred
on internal financial
services.

Glovo’s architecture is
service-modular, but
does not support third-
party mini-applications
within the app
environment.

Diia is developing
interoperability layers
(e.g., Trembita) but does
not yet support third-
party service deployment
within the app interface.

Ecosystem openness

Uber partners with
restaurants, drivers and
logistics providers, yet

Revolut partners with
external financial service
providers, but access is

Glovo collaborates with
merchants and retailers,
but integration is

Diia operates as a closed
state platform with
limited openness to

Institutional
embeddedness

ecosystem participation limited by regulatory . private-sector service
A ; transactional rather than | . . .
is tightly controlled and and compliance - integration beyond pilot
. : ecosystem-driven. R
platform-centric. requirements. initiatives.
I Glovo complies with f
Uber operates within P Diia is fully embedded

regulated transport and
labor frameworks but
often faces regulatory
challenges across
jurisdictions.

Revolut is deeply
embedded in EU financial
regulation, operating
under banking licenses
and compliance regimes.

labor, consumer
protection and
competition regulations
but has limited
institutional integration
beyond commerce.

in Ukraine’s public
administration system
and legally recognised

as a national digital
governance platform.

Economic value
exchange

Uber enables economic
exchange primarily
through mobility and
delivery markets,
monetising commissions
and service fees.

Revolut facilitates
extensive financial value
exchange, including
payments, investments
and asset management.

Glovo generates
value through service
commissions and
merchant partnerships in
urban delivery markets.

Diia does not yet
generate direct economic
value but enables
indirect economic effects
by reducing transaction
costs and administrative
barriers.

Source: compiled by the authors based on Resolution of Cabinet of Ministers of Ukraine No. 606 (2016), European Commission (2022),

Uber Technologies Inc (n.d.), Revolut Ltd (n.d.), How Glovo works — delve into its business model and revenue streams (n.d.), Ministry of

Digital Transformation of Ukraine (n.d.)

A central observation from Table 2 is that while
emerging platforms share certain features with mature
super-apps, none fully embodies the systemic configura-
tion of a mature super-app ecosystem. Most prominently,
integrated payment infrastructure, which is considered as
a foundational element of super-app maturity, is present
only in its rudimentary forms or in a sector-specific con-
text. In the case of Uber, for example, payment integration
is limited to in-app transactions for ride-hailing, delivery
and associated services, without the broader wallet-based
ecosystem observed in mature super-apps. Although, Uber
has introduced in-app wallets and supports multiple pay-
ment methods, it does not yet possess a comprehensive
digital financial infrastructure that permeates cross-ser-
vice interactions and third-party transactions. Similar-
ly, the emerging fintech platform Revolut demonstrates
a robust integrated payment and financial management
framework, offering services such as digital banking, peer-
to-peer transfers, savings, investments and cryptocurrency
functionality. Revolut’s financial breadth is notable and
surpasses that of many mature super-apps in the finan-
cial domain alone. However, Revolut’s integration remains
largely confined to financial services and does not extend
deeply into non-financial everyday services such as mo-
bility, commerce, or communication. This sectoral limita-
tion reflects a common pattern in the evolution of digital
platforms, wherein platforms achieving depth in one func-
tional domain, in this case it’s finance, may lack horizontal
integration across diverse daily life needs.

In the case of Glovo, which originated as a delivery
and logistics platform, the integrated payment function-
ality is primarily transactional and confined to the pur-
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chase and delivery workflow. Glovo enables users to pay
for delivered goods within its app, but its payment sys-
tem does not serve as a broader economy-wide tool that
underpins a multi-service digital ecosystem. Unlike the
embedded financial instruments of mature super-apps,
which act as engines for economic exchange across sec-
tors, Glovo’s payment system is a domain-specific facilita-
tor of delivery transactions (Hasselwander, 2024). This ex-
ample illustrates how emerging private-sector platforms
often retain a narrow functional focus despite expanding
their service portfolios. In contrast to such market-driv-
en platforms, the Ukrainian public digital platform Diia
represents a different trajectory of platform development.
Diia offers a unique configuration within the emerging su-
per-app category, as its structural development is rooted
in public administration and e-governance rather than in
market-driven competition. Diia integrates digital iden-
tity, administrative services and access to public records
within a single citizen portal, providing an institutional-
ised platform for state-citizen interaction. Its identity lay-
er, supported by platforms such as BankID, offers secure
authentication and critical service access, aligning with
the trust mechanisms observed in mature super-app eco-
systems. However, Diia currently lacks integrated financial
infrastructure and a comprehensive mini-app ecosystem,
positioning it as an emerging platform with distinct char-
acteristics reflective of its public mandate.

The application of platform architecture criteria to
emerging super-apps reinforces these observations. None
of the platforms analysed hosts a broad suite of third-par-
ty mini-apps or supports an internal ecosystem where
external developers can deploy services as independent
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components of a unified interface. Uber’s APIs facilitate
limited partner integrations, mostly focused on transpor-
tation and delivery partners, but do not support a unified
mini-app ecosystem within the core platform interface.
Revolut’s APIs primarily serve financial integrations and
Glovo’s modular service structure lacks an internal market-
place for third-party developers to contribute new service
categories. Diia’s architecture, although forward-looking
in terms of interoperability frameworks (e.g., Trembita),
currently functions as a centralised administrative portal
rather than as an open platform accommodating third-par-
ty services. This pattern aligns with scientific literature
demonstrating that platform architecture capable of sup-
porting mini-apps or third-party modules is a critical de-
terminant of ecosystem extensibility and, ultimately, su-
per-app maturity (Hasselwander, 2024).

The criterion of ecosystem openness further reveals
developmental distinctions. Mature super-apps selectively
balance openness and control by establishing governance
frameworks, certification processes and technical stand-
ards for ecosystem participation. In contrast, Uber’s and
Glovo’s openness frameworks are predominantly transac-
tional and partner-centric, reflecting a narrower integra-
tion logic. Revolut’s openness is bounded within financial
networks and fintech integrations, constrained by regula-
tory requirements and risk management imperatives. Diia’s
openness is shaped by public governance considerations,
where access for private sector services must comply with
legal standards, data protection norms and state oversight.
These contextual configurations illustrate that ecosystem
openness is not a singular structural property but rather a
governance construct that varies significantly across plat-
form types and institutional environments.

A salient finding across emerging super-apps concerns
service integration and bundling logic. Mature super-apps
integrate diverse services in a manner that reflects holistic
daily life journeys, reducing friction and enhancing user
retention. In contrast, emerging platforms exhibit partial
or additive integration, where the range of services — albeit
expanding — remains anchored to the platform’s core do-
main. For instance, Uber’s service portfolio extends from
ride-hailing to food and parcel delivery, but the service
transitions remain within the broader mobility and logis-
tics domain, without extending into areas such as finance,
communication, or civic services. Revolut’s integration
spans financial services but lacks adjacent service domains
outside finance. Glovo’s integration is rooted in delivery,
while Diia’s integration includes administrative and social
services but has not yet expanded into economic transac-
tion and lifestyle domains. This pattern suggests that hori-
zontal integration, spanning distinct sectors aligned with
daily life needs, is a hallmark of mature super-apps and its
absence in emerging platforms underscores the partial na-
ture of their super-app development.

On the dimension of economic value exchange,
emerging platforms present varied trajectories. Uber
generates value primarily through service fees, ride com-
missions and delivery charges, reflecting a transaction-
al economy confined to the platform’s primary service
offerings. Revolut’s economic model includes financial
services revenue, interchange fees and subscription ser-
vices, drawing closer to the multi-sided market logic of

super-apps, yet still constrained by the absence of broad
non-financial services. Glovo primarily generates revenue
through delivery commissions and marketplace fees and
Diia, as a public digital platform, does not directly mon-
etise transactions but facilitates economic and adminis-
trative efficiencies. These configurations illustrate that
economic value generation in emerging platforms often
remains domain-specific, rather than ecosystem-wide, a
distinction recognised in digital ecosystem studies that
highlight multi-service economic capture as a defining
feature of mature super-apps (Hasselwander, 2024; Gar-
cia et al., 2025).

The comparative analysis also reflects institutional
embeddedness and regulatory configurations as signif-
icant differentiators between emerging and mature su-
per-app ecosystems. While Uber, Revolut and Glovo oper-
ate in competitive, market-driven environments subject
to heterogeneous regulatory regimes, they lack the deep
institutional integration observed in mature super-apps,
which often operate across public and private domains
with implicit or explicit state sanction. Diia’s institutional
embeddedness is distinct in that it represents a state-man-
dated digital platform linked to national governance struc-
tures. Although this embeddedness affords high legitimacy
and broad citizen reach, it does not automatically confer
super-app maturity due to the absence of core structural
features associated with ecosystem extensibility, payment
integration and economic value exchange. These findings
align with public administration publications emphasising
the role of institutional context in shaping platform devel-
opment trajectories (OECD, 2022).

Despite the heterogeneity of emerging platforms, com-
mon patterns are evident. First, partial functional integra-
tion characterises emerging super-app platforms, wherein
service expansion occurs within adjacent domains rather
than across diverse sectors. Second, payment infrastructure
varies in depth and integration logic, from domain-specif-
ic transactional systems to fully integrated financial in-
struments, but rarely extends to platform-wide economic
ecosystems. Third, platform openness and modular archi-
tecture remain nascent or constrained by external regula-
tory and governance conditions. Finally, institutional roles
and mandates significantly influence platform configura-
tion, particularly in the public sector context represented
by Diia. The comparative analysis of emerging super-app
platforms reveals that while these platforms exhibit prom-
ising features indicative of evolutionary trajectories toward
super-app maturity, they lack the systemic integration ob-
served in mature ecosystems. The partial fulfilment of core
criteria underscores the developmental gaps that emerging
platforms must address if they are to evolve into fully in-
tegrated super-apps. These insights provide the empirical
basis for the strategic recommendations developed in the
subsequent section of the paper, which outlines targeted
pathways for platform evolution, with particular emphasis
on the public-sector potential of Diia.

Diia as a potential super-app for a public sector

The emergence of Diia represents a distinctive case in the
global evolution of digital platforms, particularly when as-
sessed through the lens of super-app development in the
public sector. Unlike market-driven super-apps that evolve
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through competitive expansion and ecosystem capture,
Diia has been designed as a state-led digital public infra-
structure with explicit governance, legal and public value
objectives. This difference necessitates a separate analyt-
ical framing for evaluating Diia’s potential trajectory as

a public-sector super-app rather than assessing it solely
against private-sector benchmarks. Based on the results of
previous comparative analysis there were formulated stra-
tegic recommendation for advancing Diia to be a public
sector super-app (Table 3).

Table 3. Strategic recommendations for advancing Diia toward a super-app for a public sector

Identified gap Implementation logic Expected impact

To introduce interoperable payment

To integrate payment modules
using BankID authentication and

Closing the identified
gap should enables fully

and private providers.

services, digital permits, or regional
administrative tools.

Absence of functionality through partnerships open banking APIs regulated by the . . .
. . .. . . . transactional public services,
integrated payment | with Ukrainian commercial banks and National Bank of Ukraine; enable . L .
. . . . R while maintaining financial-
infrastructure fintech providers (e.g., PrivatBank, in-app payments for the wider range >
A . sector neutrality and
monobank, Oschadbank). of administrative fees, fines and .
L R regulatory compliance.
municipal services.
To establish a Diia developer
platform (SDK), enabling government The results should be a
To develop a modular platform . [P . ..
Lack of platform . . . agencies, municipalities and approved | transformation of Diia from
.. architecture allowing third-party . .. . .
(mini-app) service modules from certified public private developers to deploy mini- a service aggregator into
architecture P applications such as local public a scalable digital platform

ecosystem.

Limited ecosystem
openness

Introduce controlled API access for
selected private service providers
including telecommunication
operators (Kyivstar, Vodafone Ukraine,
Lifecell), insurance companies (f.e.
UNIQA), and logistics providers (f.e.
Nova Poshta).

To create certification procedures
for API access allowing telecom
operators, insurance providers,
mobility services and municipal

utilities to integrate selected services.

The results should expand
service availability, while
ensuring compliance with
national data protection and
cybersecurity standards.

No marketplace or
service bundling
logic

To introduce integrated service
packages that combine multiple
public and private services around
specific citizen needs (f.e. starting
a business, purchasing property, or
childbirth registration).

To develop digital service scenarios
where Diia automatically links related
services. For example, a “Start a
Business” package could combine
company registration (government
service), business bank account
opening (PrivatBank or Monobank),
tax registration and accounting
software access.

The impact should be a
reduction of administrative
fragmentation and improves
citizen-centred service
delivery.

Weak economic
value generation
mechanisms

To position Diia as national
digital infrastructure supporting
entrepreneurship and business
services, with cooperation with
organizations such as Diia.Business,
the IT Ukraine Association, and SME-
focused banks like f.e. Ukrsibbank.

To add business-oriented tools within
Diia including SME support services,
allowing entrepreneurs to manage key
administrative procedures within one
platform (f.e. digital signature already
exist).

The expected impact is
enhancing economic activity
reduces administrative
costs and supports SME
participation.

Limited private-
sector integration

To establish formal public-private
partnership frameworks to integrate
private digital services from sectors

such as banking, telecommunications,
and mobility platforms (f.e., Uber,
Uklon, Kyivstar, Bolt).

To introduce public-private digital
service agreements, where approved
companies integrate selected
services through secure APIs under
government supervision.

Sustainable ecosystem growth
and strengthens cooperation
between government and the
digital economy should be the

results of this implementation.

Source: created by the authors

In this context, Diia exhibits several structural fea-
tures commonly associated with emerging super-app
platforms, including service aggregation, single sign-on
functionality, mobile-first design and high-frequency user
engagement. However, its development path also reflects
constraints and opportunities unique to the public sec-
tor, including legal accountability, data sovereignty and
non-market incentives. One of the defining characteristics
of mature super-app ecosystems is the extensive hori-
zontal integration of services across unrelated domains.
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From a digital government perspective, the level of Di-
ia’s functionality of integration aligns with the concept
of “whole-of-government platforms”, where user-centric
design replaces institutional fragmentation (OECD, n.d).
However, unlike private super-apps that continuously ex-
pand into lifestyle, commerce and financial services, Diia’s
service breadth remains bounded by public mandates, and
it also creates a stable and trusted service environment.
Research on public digital platforms suggests that trust
and legal legitimacy can compensate for slower feature
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expansion, particularly in contexts where service relia-
bility and data protection are prioritised over commercial
experimentation.

A key gap identified in Table 3 concerns ecosystem
openness and third-party integration. Super-app literature
increasingly highlights the importance of modular archi-
tecture and developer ecosystems in sustaining platform
growth (Reuver et al., 2018). Diia has taken initial steps to-
ward this model through the development of application
programming interfaces (APIs) and the Diia.Business and
Diia.City initiatives, which signal a shift from a closed gov-
ernment application to a broader platform infrastructure.
Nonetheless, the integration of private-sector services into
Diia remains selective and heavily regulated. This reflects
a broader tension in public platform governance between
openness and control. Studies on government-as-a-plat-
form models caution that excessive openness can under-
mine accountability and service equity, while excessive
control can limit innovation. Diia’s current architecture
positions it as a controlled platform intermediary rather
than a fully open super-app ecosystem, which is consistent
with early-stage public platform development.

Financial services integration is widely recognised as a
cornerstone of super-app maturity. In private ecosystems,
embedded payments enable seamless transactions and da-
ta-driven service personalisation. In Diia’s case, financial
integration occurs indirectly through interoperability with
banking infrastructure rather than through native wallet
functionality. This approach reflects a public-value ori-
entation that prioritises neutrality and competition over
platform lock-in. Public administration literature suggests
that governments integrating financial services into digital
platforms must balance efficiency gains with risks related
to market distortion and institutional overreach (Europe-
an Commission, 2023). Diia’s reliance on external banking
systems can therefore be interpreted not as a deficiency,
but as a deliberate governance choice that preserves fi-
nancial sector plurality while enabling digital service de-
livery. This hybrid model differentiates Diia from private
super-apps and supports its classification as a potential
rather than mature super-app.

Another criterion distinguishing mature super-apps
is high-frequency daily usage driven by consumer services
such as messaging, payments and mobility. Diia’s engage-
ment patterns are more episodic, reflecting the nature of
public services. However, wartime conditions and emer-
gency-related functionalities have significantly increased
usage frequency, demonstrating that contextual factors
can temporarily substitute for commercial engagement
drivers. Research on civic technology adoption indicates
that repeated exposure to reliable digital public services
can generate behavioural lock-in comparable to commer-
cial platforms, particularly when digital identity becomes
embedded in everyday interactions (OECD, n.d.). Diia’s
role as the primary digital identity interface in Ukraine
positions it uniquely to achieve long-term user retention,
even without entertainment or lifestyle services. Perhaps
the most distinctive aspect of Diia’s potential super-app
trajectory lies in its governance model. Unlike private
platforms governed by corporate strategy and shareholder
value, Diia is embedded within Ukraine’s administrative
and legal framework. This institutional embeddedness

provides stability and nationwide scalability but limits
rapid experimentation. Diia’s governance structure aligns
with this model, suggesting that its evolution toward a
public-sector super-app must be evaluated using criteria
adapted to public value creation rather than purely com-
mercial success metrics.

Taken together, the analysis indicates that Diia does not
fully meet the criteria of a mature super-app as it is defined
for a private sector. However, it demonstrates a coherent
configuration of features that justify its classification as a
potential public-sector super-app. Its strengths lie in legal
legitimacy, identity integration and nationwide adoption,
while its limitations reflect deliberate governance choices
rather than technological shortcomings. Importantly, Diia
represents a prototype of a new category of super-app:
one driven by public value, institutional trust and digi-
tal sovereignty. This model challenges existing super-app
definitions rooted in commercial ecosystems and suggests
the need for an expanded theoretical framework that ac-
counts for state-led platform development. The findings
of this study contribute to ongoing academic debates on
digital platforms, e-governance and super-app ecosystems
by demonstrating that existing definitions of super-apps,
which is largely derived from private, market-driven plat-
forms, are insufficient for capturing public-sector digital
realities. Based on the comparative analysis of mature and
emerging super-app ecosystems and the in-depth exami-
nation of Diia, the research proposes an authorial defini-
tion of a public-sector super-app that reflects institutional,
legal and public value dimensions absent from dominant
commercial frameworks.

A super-app for a public sector is defined as a state-
led, platform-based digital ecosystem that integrates le-
gally binding digital identity, interoperable public servic-
es and regulated access to private and financial services
within a single user interface, aiming to maximise public
value, administrative efficiency and citizen trust rather
than commercial profit. This definition emphasises sever-
al distinguishing characteristics. First, unlike private su-
per-apps, public-sector super-apps are anchored in legal
identity and institutional legitimacy. Digital identity is
not merely a convenience feature but a foundational gov-
ernance mechanism that enables service interoperabil-
ity, accountability and rights protection. Second, service
integration in the public-sector context prioritises func-
tional coherence and social necessity over lifestyle aggre-
gation, reflecting the non-market mandate of the state.
Third, ecosystem openness is deliberately constrained
and regulated, balancing innovation with data protection,
competition neutrality and public oversight. Important-
ly, positioning Diia as a potential rather than fully ma-
ture public-sector super-app avoids conceptual overreach
while acknowledging its pioneering role. The proposed
definition thus extends super-app theory into the domain
of public administration and provides a transferable ana-
lytical lens for evaluating similar initiatives in other coun-
tries. Overall, the study argues that super-apps for a public
sector constitute a distinct category of digital platforms,
requiring adapted theoretical criteria and evaluation met-
rics. Recognising this distinction is essential for advancing
both scholarly understanding and evidence-based digital
governance policy.
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e DISCUSSION

The results of this study reinforce the view that the su-
per-app is not merely a technical artifact, but a new stage in
the evolution of digital platforms with significant govern-
ance implications. The analysis demonstrates that mature
super-app ecosystems are distinguished by comprehensive
service integration, unified user identity, embedded pay-
ment infrastructure and high-frequency user engagement.
In the public sector context, achieving this level of integra-
tion faces certain structural challenges. The results of the
analysis echoes with findings by N. Jain, & V. Jain (2025),
that super-app maturity therefore emerges not from indi-
vidual technological features but from the systemic inter-
action of these elements within a coherent platform gov-
ernance ecosystem. Legal regulations and data protection
requirements can limit the openness and extensibility of
government digital platforms, making it harder to replicate
the fluid ecosystems seen in the private sector.

Comparing obtained results with existing literature
reveals both concordance and novel contributions. Nota-
bly, there was established a two-tier typology distinguish-
ing “Mature Super-App Ecosystems” from “Emerging
Super-App Platforms”. This distinction echoes scholarly
observations that super-app development is a dynamic
continuum rather than a binary state. M. Hasselwander &
D. Weiss (2025), for instance, argued that platforms evolve
through degrees of maturity and do not simply flip from
non-super-app to super-app overnight. Another impor-
tant dimension of super-app maturity is the controlled
openness of the service ecosystem. The identification
of Diia and similar platforms (Uber, Revolut, Glovo) as
“emerging” super-apps aligns with this view by illustrat-
ing intermediate cases that fulfill some, but not all, su-
per-app criteria. The previous research by M. Hasselwan-
der (2024) highlighted the importance of cross-service
integration and financial functionalities in enabling plat-
form expansion and the findings of the research empiri-
cally confirm that such features are present only partially
in emerging platforms. By systematically comparing Diia
to Asian super-app archetypes, the research contributes
empirical evidence to support theoretical frameworks like
that proposed by D. Lucas & E. Lopes (2024), who called
for an ecosystemic perspective in defining super-apps
across different contexts. Indeed, the work directly ad-
dresses the scholarly call to bridge the study of private
and public digital platforms. Few prior studies have ex-
plicitly compared commercial super-app ecosystems with
government platforms or examined how super-app logic
might transfer to the public sector. The results of this
research help to fill that gap by analysing Diia through
the same analytical lens applied to private super-apps,
thereby extending the super-app concept into the realm
of public administration.

The findings about Diia validated that it has rapidly
incorporated features traditionally found in private su-
per-apps, such as digital payments, a wide service catalog
and a growing user base, supporting optimistic views that
it is on a super-app. Policy analyses prepared by Digital
State UA highlighted that the integration of digital identi-
ty, public services and financial-sector interactions within
platforms such as Diia creates favorable conditions for the
development of integrated digital governance ecosystems
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(Digital State UA..., 2025). Similarly, the former Minister
of Digital Transformation of Ukraine M. Fedorov (2025)
argued that consolidating numerous administrative servic-
es within a single digital platform simplifies citizen-state
interactions and enhances the overall efficiency of public
administration. At the same time, the research by W. Lol et
al. (2025) emphasised that the long-term effectiveness of
such platforms depends on collaborative governance and
value co-creation processes, where public institutions, pri-
vate actors and users jointly contribute to service develop-
ment and delivery. This perspective highlights that further
evolution of Diia requires not only technological expansion
but also the institutionalization of ecosystem-based col-
laboration mechanisms. On the other hand, there were also
identified structural limitations in Diia’s current model,
including its limited openness to third-party services and
the nascent stage of cross-sector integration. These gaps
mean that while Diia is arguably one of the most advanced
public-sector platforms globally, it cannot yet be deemed
a fully mature super-app in the way WeChat or Grab are.

The study thereby provides a realistic assessment
that complements the enthusiasm of practitioners with
critical insight into what is still required for Diia to reach
super-app maturity. Based on findings of O. Dorofeev &
0. Dubynka (2024) the results are consistent with the view
that digital participation tools must be coupled with trans-
parency and accountability measures to translate technical
achievements into public trust. In practice, it suggests that
any further development of Diia, or similar initiatives else-
where, should proceed hand-in-hand with strengthening
legal safeguards, user education and feedback mechanisms
to address citizens’ concerns. As S. Vezzoso (2024) noted,
Europe’s regulatory frameworks (e.g., the Digital Markets
Act) emphasise contestability and interoperability, which
can constrain the emergence of single dominant platforms.
Such constraints suggest that a public-sector super-app
must navigate a delicate balance between innovation and
regulation. Additionally, practical barriers from uneven
digital infrastructure to varying levels of digital literacy
among citizens, may hinder the full realisation of a su-
per-app in government, so issues that Ukraine has grap-
pled with in rolling out Diia. Overcoming these hurdles
requires not only technology but also investments in ca-
pacity-building and inclusive design to ensure broad access
and trust in the platform.

Despite these challenges, the findings indicate that
adopting a super-app approach in the public sector can
yield transformative benefits. Diia’s example illustrates
how a well-orchestrated digital ecosystem can democ-
ratise governance, enhance transparency and improve
the resilience of service delivery. In Ukraine’s case, inte-
grating numerous public services into one platform has
streamlined citizen-state interactions and maintained
service continuity even amid crises. This outcome aligns
with the notion that electronic governance tools are not
just technical systems, but mechanisms for modernising
and strengthening public administration. In particular,
Diia’s centralised digital identity and service bundle have
fostered greater citizen participation and convenience,
supporting the idea that digital platforms can reconfig-
ure the relationship between government and society.
Such a perspective resonates with contemporary digital
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governance theories. For example, the “government as a
platform” paradigm emphasises that the state can act as
an ecosystem orchestrator - coordinating various servic-
es and stakeholders through a common digital infrastruc-
ture to create public value, as mentioned in the work by A.
Cordella & A. Paletti (2019). This view was also supported
by I. Mergel et al. (2019), who argued that digital transfor-
mation in the public sector involves a shift toward plat-
form-based governance models that enable cross-sector
collaboration and integrated service delivery. The study’s
conceptualisation of Diia fits this paradigm, reinforcing
arguments that platform-based public services can drive
innovation in how government functions. The research
define that a public-sector super-app should be viewed not
only as a service delivery tool but as a holistic governance
platform that embodies new forms of collaboration, data
sharing and citizen empowerment, which is consistent
with findings by K. Kolesnikova (2024).

Furthermore, the discussion of security, privacy and
governance trade-offs remains pertinent when translating
super-apps into the public domain. The research done by
Y. Yang et al. (2023) cautions that super-app ecosystem re-
garding heightened privacy and cybersecurity, which might
be damaged by with numerous mini-apps. While the study
focused on organizational and functional dimensions,
these concerns underscore an important limitation and
area for future research. Public-sector super-apps will need
robust safeguards and regulatory oversight to ensure that
integrated services do not compromise data security or eq-
uity. For instance, as Diia accumulates sensitive personal
data across many services, ensuring compliance with data
protection standards and maintaining citizen trust is para-
mount. The findings implicitly support this caution: the in-
stitutional trust and accountability aspect in a government
super-app is as critical as technology or design.

In summary, this study has theoretical and practical
implications for digital government innovation. Theo-
retically, the research broadens the super-app concept
by framing it within public administration and demon-
strating that the ecosystem principles of super-apps can
cross into the public sector, albeit with adaptations. This
aligns with evolving perspectives in digital governance
that encourage viewing government platforms as dynam-
ic ecosystems rather than as isolated e-service portals.
The novel definition of a “public-sector super-app” lays
groundwork for future research to further refine and test
this concept across different countries and contexts. Prac-
tically, by examining Diia through the super-app lens, the
research provided insights into how governments might
pursue greater service integration. The Ukrainian case
shows that even under conditions of crisis and resource
constraints, a well-designed digital platform can signifi-
cantly enhance service delivery and citizen engagement.
It also highlights that sustaining such an ecosystem re-
quires continuous policy support, innovation and atten-
tion to the unique demands of public value (as opposed
to profit) generation. Ultimately, the super-app for pub-
lic sector should be seen as a strategic model for digital
governance — one that holds promise for creating more
responsive, inclusive and efficient public services, if it is

implemented with careful consideration of context and
with robust institutional support.

e CONCLUSIONS

The comparative analysis of mature super-app ecosystems
reveals a stable set of criteria that distinguish super-apps
from conventional digital platforms. These criteria include
comprehensive service bundling, seamless integration of
financial services, centralised digital identity mechanisms,
strong ecosystem partnerships and high-frequency user
engagement. Mature super-apps demonstrate that plat-
form sustainability is achieved not through the expansion
of individual services, but through the orchestration of
interoperable services within a single user environment.
This finding reinforces the view that super-app maturity
is determined by ecosystem governance and institutional
embeddedness rather than by technological sophistication
alone. The examination of emerging super-app platforms
indicates that many contemporary digital platforms exhibit
partial alignment with super-app criteria but remain con-
strained by structural, regulatory, or organisational limi-
tations. These platforms typically lack either full-service
integration, public-sector interoperability, or advanced
governance mechanisms necessary for ecosystem coordi-
nation. The analysis highlights that the transition from an
emerging platform to a mature super-app requires deliber-
ate strategic alignment across technological, institutional
and regulatory dimensions.

Within this analytical framework, the case of Ukraine
and the Diia platform occupies a unique position. The find-
ings suggest that Diia cannot yet be fully classified as a
mature super-app in the conventional sense; however, it
represents one of the most advanced global examples of a
public-sector super-app in formation. Unlike private-sector
platforms, Diia operates within a public governance logic,
prioritising legal validity, inclusivity and state accountabil-
ity over commercial optimisation. The study demonstrates
that Diia already fulfills several core super-app criteria,
including unified digital identity, multi-sector service in-
tegration and embedded interactions with financial insti-
tutions. At the same time, identified gaps, such as limited
third-party ecosystem openness and constrained cross-sec-
tor interoperability, define its current status as a potential
public-sector super-app. Future research should focus on
empirical validation of the proposed framework across dif-
ferent national contexts, comparative assessment of public
and private super-app governance models and longitudinal
analysis of ecosystem evolution in public-sector platforms.
Additional attention should be given to regulatory design,
data governance and citizen trust as critical determinants
of sustainable super-app development in the public sector.
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AHoTanist. MeTol [OCTiIKeHHS Oy/l0 OOIPYHTYBaHHSI TEOPeTMUHMX 3acaji KOHIeMIlii «Cymep3acTOCYHKy» Ta
Ha YKpaiHCbKUII KOHTEKCT. Byso BcTaHOBI/IEHO, 110, IONIPY MOIMIKMPEHHST €eKOCUCTEM CYIepP3acTOCYHKIB y IPUBAaTHOMY
CeXTOpi, B akameMiuHiii jiTepaTypi 3aauIiasocs BifCyTHIM YyHidikoBaHe BM3HAYEHHS ITbOTO TOHSITTS, & TaKOX
6paKyBaJIo CCTEMHOTO aHai3y 10T0 MOTEHIii1HO1 posli B HaZAHHI MyOIiYHMX MTOCTYT. 1715 TOL0MaHHS L€l TPOTaInHu y
IOCTiIKeHHi 6y/I0 3aCTOCOBAHO 3MilllaHUIT MeTOAOMOTUHMIA MiAXiz, SIKMii ToeHAB MOPiBHSUIbHNI aHaTi3, CTPYKTYPHO-
dbyHKUiOHaTBHMIT aHaMi3 Ta SIKICHY OLIiHKY Mi>kHapOIHMX i Hal[ioHaIbHMX KeliciB. Y Mexkax qoCIiIskeHHS 6YJI0 31ilicCHeHO
MOPiBHSIHHS 3piNnx ekocucteM cynepsactocyHkiB (WeChat, Grab, Gojek, Kakao) 3 muiatrdopmamu, 1110 nepe6yBaioTh Ha
ertari cranosieHHs (Uber, Revolut, Glovo, Diia), 3 MeTO0 Bi3HAaUeHHSI KITIOUOBUX KPUTEPiiB, SKi BiApi3HsIM MOBHOLIiHHI
CYIep3acTOCYHKM BiJ TuiaTdopM Ha paHHIX cTagisx GopMyBaHHS eKocucTeMu. Pe3ynbraTy aHami3y 3acBimumian, mo
3pini cynmep3acTOCyHKM XapaKTepU3YIOThCST IMIMOOKOI0 iHTerpallielo cepBiciB, HaBHICTIO BOYIOBaHMUX iHPPACTPYKTyp
uudposoi igeHTUdikamii Ta IaTexXiB, BIZKPUTICTIO €KOCUCTEMU i CTabi/IbHOIO 3aJTyYeHiCTI0 KOPUCTYBAUiB y Pi3HUX
cdepax nMoBcsaKAeHHOI gisibHOCTI. [InaTdopmu, 110 mepebyBalOTh Ha eTalli CTaHOBJI@HHSI, JIIIe YaCTKOBO BiJIIOBi1al0Th
I[MM KPUTEPisiM, BUSBIISIIOUM CTPYKTYPHI 06MEXeHHS, TIOB’SI3aHi 3 MO eISIMU YIIPABIIiHHSI, PETYIITOPHUM CepPeIOBUIIEM
i KoopaMHali€r0 eKocucTeMy. 3aCTOCYBAHHS 3alPONIOHOBAHOI aHAMITUYHOI MOJiesi 0 YKPaiHCbKOTO KOHTEKCTY a0
3MOTY PO3IISIHYTU 3aCTOCYHOK «Jlisl» SIK TIOTEHI[IiiHUIT CyIep3acTOCYHOK JJisS IMyOMiYHOTO CeKTOpy. Byso BuSIBIEHO,
mo «[isi» BXe AeMOHCTPYE HM3KYy BU3HAYAIbHMX O3HAaK CYyMep3acTOCYHKy, 30KpeMa I[eHTpasi3oBaHy IuU(pPOBY
ineHTndikario, mMpoke OXOIUIEHHS MOCIYT i MacluITabHe 3aJyuyeHHs KOPUCTYyBauiB. 3a pe3ylbTaTaMi JOCTiIKeHHS
6y/JI0 OKpecieH CTpaTeriuHi HampsIMy TOAJbINoi eBosollii «/Iii» y HampsiMi CTAaHOBJEHHS CYMepP3aCTOCYHKOM JIJist
MyOIiYHOTO CEKTOpY, L0 Mae MpaKTUUYHe 3HaueHHs, Ta 6yno chopMyTbOBaHe aBTOPChKE BU3HAUEHHS IOHSITTS
«CyTIep3acTOCYHOK [IsI MYOTiYHOTO CEKTOpPYy», W0 NO3BONMIO PO3MIMPUTU TeOpeTude PO3YMIHHS IIaTGOPMHIX
Mozeseii G pPoBOro MyoIivHOTO YITPaBITiHHS

KirouoBi cnoBa: unudpose BpsimyBaHHS; IIaTGOPMHI €KOCHCTeMM; iHTerpalis myoaiuHux nocayr; uudposa mybmiuyHa
indpacTpykTypa; iHHOBALil €71eKTPOHHOTO YPSIAYBaHHS
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