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Management summary: This project aims to design and propose a smart city initiative that 
leverages advanced technologies to enhance digital public services for citizens in Romania. The 
initiative will cover an introduction to the concept of smart cities and their benefits, providing 
a foundational understanding of how these technologies can transform urban environments. It 
will offer an overview of current digital public services in Romania, identifying existing 
challenges and gaps that need addressing. 

The project will include a detailed exploration of technological solutions such as AI-driven 
chatbots for public services, blockchain for secure transactions, IoT for smart healthcare, and 
big data analytics for public safety. These technologies will be examined in the context of their 
potential to improve the efficiency and effectiveness of public services. 

A thorough analysis of the current digital landscape in Romania will be conducted to 
understand the existing infrastructure and readiness for implementing smart city technologies. 
Innovative solutions will be brainstormed to address the identified challenges, followed by the 
development of a detailed action plan to implement the chosen solutions. 

Finally, a mock-up of a digital public platform will be developed to demonstrate the proposed 
solutions and provide a tangible example of how the smart city initiative can be realized. This 
comprehensive approach ensures that the project not only identifies and addresses current 
issues but also provides practical steps and visual representations to guide the implementation 
of the smart city initiative. 
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1 Business view of the case 
 

The business view of this case delves into the specific business aspects of implementing a smart 
city initiative by SmartCity Solutions Inc. This includes a detailed description of the enterprise, 
the digital platform to be used, and the underlying business model. It articulates the business 
goals such as improving citizen services and enhancing operational efficiency, as well as the 
requirements needed to achieve these goals, including technology infrastructure and skilled 
personnel. 

 

1.1 Background 

Smart cities represent an advanced urban development approach that leverages cutting-edge technol-

ogy to enhance the quality of life for citizens. By integrating various technological solutions such as AI, 

IoT, and big data, smart cities aim to create more efficient, sustainable, and citizen-centric urban envi-

ronments. The benefits of smart cities include improved public services, increased operational effi-

ciency, better resource management, and enhanced public safety. 

1.2 The Company 

SmartCity Solutions Inc., is dedicated to pioneering innovative solutions for urban development. Estab-

lished in 2021, they focus on integrating advanced technologies to transform cities into smart, connec-

ted ecosystems. 

1.2.1 Basic facts 

The company’s mission is to improve the quality of life for citizens by providing seamless, efficient, and 

accessible digital public services through the implementation of smart city technologies. 

1.2.2 Mission 

The company’s mission is to improve the quality of life for citizens by providing seamless, efficient, and 

accessible digital public services through the implementation of smart city technologies. 

1.2.3 Vision 

We envision a future where cities are fully integrated with smart technologies that empower citizens, 

enhance public services, and create sustainable urban environments. Our goal is to be a leading force 

in the smart city revolution, setting benchmarks for innovation, efficiency, and citizen engagement. 

1.2.4 Start-up and organization of the company 

SmartCity Solutions Inc. was founded by a group of technology enthusiasts and urban planners 
who saw the potential of integrating technology into urban management. The company is or-
ganized into various departments, including Research and Development, Project Management, 



 

 

Technology Integration, and Customer Support, ensuring a holistic approach to smart city pro-
jects. 

1.3 Business model 

 

SmartCity Solutions Inc. delivers innovative smart city solutions using AI-driven chatbots, blockchain for 

secure transactions, IoT for smart healthcare, and big data analytics for public safety. These technolo-

gies enhance public services, streamline municipal operations, and improve citizens' quality of life. The 

company's value proposition focuses on providing reliable, user-friendly, and secure digital public ser-

vices tailored to urban needs through close collaboration with municipal governments and technology 

providers. 

1.3.1 Description of the business model 

 

Our business model is designed to create value for both citizens and municipal authorities through the 

deployment of smart city technologies. We provide a range of solutions, including AI-driven chatbots 

for public services, blockchain for secure transactions, IoT for smart healthcare, and big data analytics 

for public safety. By addressing specific urban challenges, we offer tailored solutions that enhance ope-

rational efficiency and citizen satisfaction. 

Key components of our business model include: 

• Value proposition: offering innovative, reliable, and user-friendly digital public services that 
improve the quality of life for citizens and streamline municipal operations. 

• Customer segments: municipal governments, urban planners, and citizens. 

• Channels: Direct engagement with municipal authorities, partnerships with technology 
providers, and a user-friendly online platform for citizens. 

• Customer relationships: maintaining close collaboration with municipal authorities and 
providing continuous support and updates to ensure optimal performance of smart city 
solutions. 

 

1.3.2 Customer centricity – Journey map 

 

Creating a customer-centric smart city initiative involves mapping the citizen journey through 
various digital public services. The journey map identifies key touchpoints and opportunities 
for enhancing the citizen experience. 

Stages of the Customer Journey: 

1. Awareness: Citizens learn about smart city services via social media, city websites, and 
community events, addressing the need for better information and trust in new 
technologies. 



 

 

2. Consideration: Detailed service information and success stories are provided through 
online portals and customer service to address concerns about privacy and technical 
complexities. 

3. Onboarding: Simplified registration processes and accessible support ensure easy 
onboarding for all citizens, including those less tech-savvy or with disabilities. 

4. Usage: Citizens interact with services through AI chatbots, IoT devices, and mobile apps, 
aiming for seamless and responsive experiences despite occasional technical issues. 

5. Support: Helpdesks, live chat, and FAQs offer prompt issue resolution, although 
challenges like long wait times and inadequate support can occur. 

6. Feedback and improvement: Feedback is collected via surveys and community forums 
to continuously improve services, with efforts to ensure citizens feel heard and see their 
input reflected in changes. 

By enhancing personalized communication, user-friendly interfaces, proactive support, 
continuous engagement, and feedback-driven improvements, SmartCity Solutions Inc. ensures 
a citizen-focused approach, improving overall satisfaction and service experience. 

1.3.3 Business Model Canvas 

SmartCity Solutions Inc. collaborates with a variety of key partners to deliver its smart city solutions. 

These include technology providers who supply the necessary hardware and software, municipal 

governments that implement the solutions, research institutions that provide cutting-edge insights and 

innovations, and infrastructure companies that assist in the physical deployment of technologies across 

urban environments. 

The primary activities of SmartCity Solutions Inc. revolve around the research and development of ad-

vanced smart city technologies. This includes designing and testing AI-driven chatbots, blockchain sys-

tems, IoT devices, and big data analytics tools. In addition to R&D, the company is responsible for the 

deployment and integration of these solutions within municipal systems. Continuous monitoring and 

maintenance ensure the reliability and efficiency of the services provided. Furthermore, the company 

offers comprehensive training and support to municipal staff to enable effective use of the technology. 

To execute its activities effectively, SmartCity Solutions Inc. relies on several key resources. These 

include a robust technology infrastructure that supports the development and deployment of smart 

solutions, a skilled workforce composed of experts in technology, urban planning, and customer 

support, strong partnerships with other technology providers and municipal authorities, and substantial 

financial resources dedicated to ongoing research and development efforts. 

SmartCity Solutions Inc. provides a compelling value proposition through its suite of innovative services. 

By deploying AI-driven chatbots, the company enhances public services, making them more accessible 

and efficient for citizens. Blockchain technology ensures secure and transparent transactions, building 

trust among users. IoT devices improve healthcare services by enabling real-time monitoring and 

responsive care, while big data analytics enhance public safety by providing insights for better decision-

making. Overall, these technologies work together to significantly improve the quality of urban life. 

Maintaining strong customer relationships is crucial for the success of SmartCity Solutions Inc. The 

company provides personalized support to municipal authorities, ensuring that they can effectively 

implement and manage the smart city solutions. Regular updates and maintenance services are 



 

 

provided to keep the technology up-to-date and functioning optimally. The company also offers user-

friendly platforms for citizens and incorporates feedback mechanisms to continuously improve its 

services based on user experiences and needs. 

SmartCity Solutions Inc. engages with its customers through multiple channels. Direct sales to municipal 

governments are a primary method of distribution, ensuring that the solutions are tailored to the 

specific needs of each city. Online platforms are used to engage with citizens directly, providing them 

with access to enhanced public services. Additionally, partnerships with technology providers help to 

expand the reach and capabilities of the solutions offered. 

The company's customer segments include municipal governments that are looking to implement smart 

city solutions to improve their operations and public services. Urban planners seeking innovative and 

efficient solutions for city management also form a key customer base. Ultimately, the end-users are 

the citizens who benefit from improved public services and enhanced quality of life. 

 

Questions and Tasks: 

1. Create a business model canvas using the provided information. 

2. For any missing details, conduct additional research on the company and make informed deci-

sions to fill in the gaps and complete the canvas. 

3. Create a journey map using Canva 



 

 

2 Process view of the case 
 

2.1 Business process requirements 

 

To support the smart city initiative, it is essential to identify and define the necessary business 
processes that will ensure the efficient and effective delivery of digital public services. The key 
requirements include: 

• Integration of technologies: Seamless integration of AI-driven chatbots, blockchain, 
IoT, and big data analytics into existing municipal systems. 

• User accessibility: Ensuring all digital public services are easily accessible to citizens, 
including those with disabilities or limited technological skills. 

• Data management: Efficient management and secure storage of data collected from 
various sources to support decision-making and service improvements. 

• Interdepartmental coordination: Streamlined coordination among different municipal 
departments to ensure a unified approach to service delivery. 

• Regulatory compliance: Adherence to local, national, and EU regulations concerning 
data privacy, security, and service provision. 

• Scalability: The ability to scale services to accommodate growing populations and 
increasing demand without compromising performance. 

• Continuous improvement: Mechanisms for collecting citizen feedback and 
continuously improving services based on user needs and technological advancements. 

 

2.2 Business process model 

The business process model outlines the detailed workflows and interactions involved in 
delivering the smart city services. Key processes include: 

• Service Request Handling: Processes for citizens to request and access various public 
services through digital platforms, including the use of AI chatbots for initial interactions 
and information provision. 

• Data Collection and Analysis: Workflow for collecting data from IoT devices and other 
sources, analyzing this data using big data analytics, and utilizing the insights to improve 
public safety, healthcare, and other services. 

• Secure Transactions: Implementation of blockchain technology to ensure secure, 
transparent transactions for services such as tax payments, permits, and other 
municipal transactions. 



 

 

• Incident Management: Procedures for reporting and managing incidents related to 
public safety, healthcare, and other critical services, ensuring a swift response and 
resolution. 

• Service Delivery Monitoring: Continuous monitoring of service performance to ensure 
compliance with service level agreements (SLAs) and identify areas for improvement. 

• Feedback and Improvement Cycle: A structured process for gathering citizen feedback, 
analyzing it, and implementing necessary changes to enhance service quality and user 
satisfaction. 

 

Questions and Tasks: 

• Create at least 2 business process models (BPMN) for two of the topics which you select. Please 

decompose the topics in their granular parts.  

 



 

 

3 Service view of the case 

3.1 User requirements for the platform 

The platform must meet several key requirements to ensure it effectively serves the citizens 
of the smart city: 

• Ease of Use: Intuitive and user-friendly interfaces that cater to users of all 
technological proficiency levels. 

• Accessibility: Compliance with accessibility standards to ensure that all citizens, 
including those with disabilities, can easily access the services. 

• Real-Time Support: Availability of AI-driven chatbots and human support for real-time 
assistance and problem resolution. 

• Multichannel Access: Services accessible through various channels, including web 
portals, mobile apps, and physical kiosks. 

• Personalization: Personalized services based on user profiles and preferences to 
enhance user experience and satisfaction. 

• Security and Privacy: Robust security measures to protect user data and ensure 
privacy, complying with relevant regulations. 

 

3.2 Design of services 

The design of the services involves creating detailed specifications and models to ensure they 
meet user requirements and provide a seamless experience: 

• Service Blueprints: Detailed diagrams outlining the service processes, touchpoints, 
and interactions between users and the platform. 

• User Interaction Scenarios: Scenarios that illustrate how users will interact with the 
platform for various services, highlighting the flow and user experience. 

• Personas: Development of personas representing different user groups to ensure the 
services cater to diverse needs and preferences. 

• Customer Journey Maps: Mapping the entire journey of a user from discovering the 
service to completing their tasks, identifying key touchpoints and potential pain 
points. 

• User Experience (UX) Design: Focus on creating an optimal user experience through 
intuitive design, clear navigation, and responsive interfaces. 

• Service Delivery System: Technical architecture and infrastructure supporting the 
delivery of services, ensuring reliability, scalability, and security. 

 



 

 

Questions and Tasks: 

1. Create a service model that matches the description of the handmade Jewellery platform. Ex-

pand the description as necessary (mark additions with a different colour), so that the system 

has meaningful functionality. 

  



 

 

4 Application view of the case 
 

The application view focuses on the relevant aspects of the digital platform required to support the 

smart city initiative. 

4.1 Use Case Specification 

4.1.1 Narrative description of use cases 

This section provides detailed scenarios of how citizens and municipal employees will interact with the 

digital public services. These descriptions include the preconditions, postconditions, and the actors in-

volved in each scenario, along with the specific steps taken to achieve desired outcomes. By outlining 

these narratives, it helps in understanding the practical implementation and user interactions with the 

system. For example, a use case might describe how a citizen uses an AI-driven chatbot to request in-

formation about public transportation schedules, detailing the steps from the initial query to the receipt 

of the requested information. 

4.1.2 Use case Diagrams. 

Use case diagrams visually represent these interactions, showing the relationships between different 

user roles and the system functions they engage with. These diagrams are essential for identifying sys-

tem requirements and ensuring that all necessary functionalities are covered. They illustrate how diffe-

rent components of the platform work together to deliver services, providing a clear picture of user 

flows and system dependencies. For instance, a diagram might depict the process of a citizen reporting 

a streetlight outage through a mobile app, interacting with both the reporting system and the municipal 

maintenance department. 

 

Questions and Tasks: 

• On the basis of the provided narrative description please realise several use case diagrams. 

• Feel free to further expand the provided description. 

Additional guidance: use draw.io or visio from Microsoft 

4.2.1. Data model  

The data model details the structure of the data used and generated by the platform. It includes 
both narrative descriptions and diagrams to explain the data entities, their attributes, and the 
relationships between them. This model ensures that the data architecture supports the 
required functionalities and that data is managed efficiently and securely. It covers how data is 
collected, processed, stored, and retrieved, providing a comprehensive framework for data 
management within the smart city platform. For example, the data model might outline how 
data from IoT sensors is integrated into the system, detailing the flow from data collection to 
analytics and reporting. 

The application view also encompasses the design elements of the digital platform, including 
user interfaces, application components, and deployment strategies. It addresses how the 



 

 

platform's applications will be deployed across different environments and how they will 
interoperate with other systems, ensuring organizational and semantic interoperability. This 
involves defining the technical specifications for the platform, such as APIs, data exchange 
formats, and integration protocols, to facilitate seamless communication between various 
components and external systems. 

Questions and Tasks: 

• On the basis of the provided narrative description please realise one data model. 

• Feel free to further expand the provided description. 



 

 

5 Technical view of the case 
 

The technical view of the smart city initiative focuses on the detailed technological aspects required for 

implementing the digital public services platform. This includes the technology stack, system architec-

ture, hardware and software requirements, and integration methodologies to ensure seamless opera-

tion and scalability. 

The system architecture outlines the high-level structure of the digital platform, detailing how various 

components interact. This includes the use of cloud-based solutions for scalable and flexible infrastruc-

ture, enabling the platform to handle large volumes of data and user interactions efficiently. The archi-

tecture also incorporates microservices to allow independent deployment and scaling of individual ser-

vices, enhancing the platform's flexibility and resilience. 
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