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SYNOPSIS
Life Events (LE) offer government agencies and their partners a citizencentered framework and approach to design, improve, and manage public
services. Life Events help to refocus service delivery mechanisms -emphasizing collaboration among service providers to deliver seamlessly
integrated sets of citizen-centric services. The audience for this paper
includes senior officials of government (elected and appointed) and
executives in industry, non-governmental organizations (NGOs) and
stakeholder organizations. Armed with an understanding of the use and
benefits of Life Events, agencies can foster richer collaboration, identify new
shared service opportunities, and improve delivery of high-value citizencentric services.
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Introduction
This paper introduces the concept of the Life Event (LE), a vital trigger for government
services that frames government interactions with the public. The LE is one of three Smart
Lean Government1 core concepts: Life Events; Communities of Service (CoS); and the
Service Integration Model (SIM). Collectively, Life Events and the other core concepts offer a
fresh approach to deliver 21st Century services to the public. Readers will learn what Life
Events are, the value agencies can generate by harnessing a Life Event view of services,
and how, using Life Events, agencies can balance their legislative mandates against the
necessity of “doing more with less.”
The purpose of government is to serve its citizens. As more public services are offered, the
bureaucracy that spawns to manage them evolves with a focus upon compliance, internal
operations, and business process-oriented design. During this evolution, the citizen's needs
and perspective often get lost in the shuffle. In contrast, commercial enterprises are guided
by market forces to put the customer first to attract and retain customers. Enterprises that do
not accomplish this goal do not survive. Unlike with commercial enterprises consumers do
not have the power of choice when seeking government services. This paper calls on senior
executives at all levels to put the citizen at the center of government and offers a path to do
so by adopting a Life Event approach to service design and delivery.
Life Events Described
Life Events are events that have a significant impact in a citizen’s/stakeholder’s life and that
warrant government awareness or involvement. A LE offers the context agencies need to
design services that make the citizen/stakeholder “whole again” – services focused on the
broad spectrum of needs triggered by the event.
Each year, people, communities, businesses and regions navigate significant Life Events. A
Life Event might be the birth of a child, change in employment status, serious injury or illness,
a home purchase, a crime, a natural disaster, or pursuit of a college education. There are
many more examples of Life Events that span the range of government services at all levels
of government.
For instance, when hurricane Sandy struck the East Coast in 2012, people were injured or
killed, power was lost, roads were damaged, homes were lost, businesses were closed or
destroyed, and livelihoods were either lost or else severely impaired. The impact of the storm
spanned two states and stimulated government and community support for more than
180,000 survivors. While not all public needs are driven by events as significant as Hurricane
Sandy, this event and many others require a community of government services to prepare
for and address them. By their very nature LEs demand citizen-centric responses from
government. Collectively, LEs can be used as a framework to focus government services,
1

ACT-IAC. Smart Lean Government. October, 2011.
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improve agency integration, and improve services to the public.
Collaborative Life Events planning enables agencies to:





Discover new opportunities to collaborate across government and with partners
Form robust and efficient communities of service;
Respond to public needs with a citizen-centric focus; and
Serve individuals, communities and businesses better, demonstrating the value of
government services.

The Federal Emergency Management Administration (FEMA) employs a Life Event
perspective. Through the National Disaster Response Framework (NDRF) the agency has
defined a variety of Life Events that are used to identify incidents requiring integrated
planning, preparation, response, and recovery efforts. Through the use of the NDRF, FEMA
and partners that span states, tribes, localities, businesses, and communities are able to
respond to emergencies faster and provide assistance to impacted people, communities, and
businesses when needed.

Hurricane Sandy Support
As of October, 2013









More than $1.4 billion in assistance to more than 182,000 disaster survivors*
More than $3.2 billion in assistance to state, local and tribal governments for emergency
protective measures, debris removal, and repair and replacement of infrastructure in the hardest
hit areas
More than $74 million in Hazard Mitigation grants to implement long-term mitigation measures to
minimize or prevent future damages
More than $2.4 billion in low-interest loans through the SBA to individuals and businesses
More than $28 million in Disaster Unemployment Assistance to disaster survivors
More than $50 million in Disaster Case Management to connect disaster survivors to resources
and services of multiple agencies

Exhibit 1: Hurricane Sandy Triggers Multifaceted Recovery Services
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Life Events and Communities of Service
Life Events are a core element of ACT-IAC’s Smart Lean Government (SLG) Initiative, which
provides the framework to implement the Administration‘s proposal to create “A Smarter,
More Innovative Government for the American People.2” LEs set context for governmental
collaboration across agency boundaries, whether it’s with Federal, State or Local, the private
sector and/or the not-for-profit community. A Life Event serves as the nexus for communities
of services that exist to address public needs stemming from the Life Event. Government’s
approach in dealing with a LE should be to make the process as seamless and simple as
possible while simultaneously mitigating service delivery risks (e.g., submission of fraudulent
claims for support). The table below provides examples of the breadth of related issues a LE
can trigger.
Life Event
Life Event
Scope of Impact
Child Birth
Individual
Hurricane
Community
New Business Group/Entity
Political Unrest
Regional

Point of Care Service
Medical Care
Incorporation
Diplomacy

Communities of Services
Service Exemplars
Health Financial Assistance
Birth Records
Housing Assistance
Transportation
Loans / Financial Assistance
Permitting
Humanitarian Services
Capacity Building

Postnatal care
Education
Insurance
Recovery
Taxes
Safety
Law Enformcement Defense

Exhibit 2: Life Events Trigger Service Communities

LEs can impact more than an individual or generate a single need. For example, a hurricane
may injure an individual, driving the need for individual health services. The same LE may
have broader impacts that also drive public infrastructure (e.g., power, roads), public health
(e.g., water contamination), and/or and employment needs across communities or regions.
To make the impacted citizen/stakeholder “whole again” requires evaluation and treatment of
all needs associated with the LE.
Such LEs require governmental collaboration that can be achieved by creating Integrated
Sets of Service Offerings (ISSO). ISSOs are the result of well-aligned citizen-centric services.
They provide experiences for the public that satisfy needs through a unified government
response. ISSOs are specifically designed to provide the citizen/stakeholder(s) a
comprehensive set of services in response to events that have a major impact in their life.
These ISSOs are fueled by shared data that are created and maintained by collaborating
service providers within a secure information exchange ecosystem. Designing ISSOs that are
aligned with LEs offer agencies a way to simplify and streamline the customer experience
and advance a rich, interconnected government shared service environment.
In September, 2010, OMB issued a memorandum on “The Accountable Government Initiative
– an Update on Our Performance Management Agenda.” This memorandum stated, that
“Data show that the best opportunity to influence an individual’s perception of government
effectiveness is at the point of direct interaction.” This important memo emphasizes the need
2

http://www.whitehouse.gov/blog/2013/07/08/smarter-more-innovative-government-american-people
http://www.federalnewsradio.com/?nid=513&sid=3382251
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for all agencies to focus upon interactions with the public and employ innovative methods to
improve service and the public’s experience with government.
Today, many government programs fall short of the public’s expectations. Mired in
bureaucratic processes characterized by duplicative activities, conflicting rules, and disruptive
political forces, government workers find it increasingly difficult to operate the way that top
performing customer service organizations do. Service backlogs and mismanaged customer
experiences are leaving the public asking what their tax dollars are really getting them.
Likewise, byzantine procedures and restrictive policies are demoralizing public servants, who
entered government because they wanted to make a difference but can’t find a way through
organizational barriers.
What’s needed is a fresh perspective. By developing a Life Events orientation within public
service, agencies can look beyond cumbersome program mechanics and refocus what is
driving public needs, where common ground exists between agencies to serve the public,
and how to deliver greater value. As mentioned earlier, government agencies such as FEMA
have developed communities of service to do just that. Now, there is an opportunity for more
agencies to employ a similar focus to overcome programmatic and political barriers.
This is no easy task. As indicated within Volume One of The Smart Lean Government
Practical Guide3, organizational change management is needed to effect change in policies,
culture, processes, and technology. While some agencies have developed relatively mature
customer service cultures, others are still quite immature. When adopted, LE offer
collaborating agencies the opportunity to initiate citizen-centered change geared to improve
service quality, efficiency, and management across missions.
Life Events can provide a powerful framework for government to become more citizen-centric
and data-centric, as directed in the Administration’s Digital Government Strategy4. Three of
the four strategic principles underlying the policy are directly addressed through a Life Events
orientation:


An information-centric approach – LEs are based on development of
citizen/stakeholder generic service profiles used to identify their service needs. These
services profiles are derived from a combination of service data that define the size,
scope and breadth of the community being served and historic usage of those
services. These generic service profiles and usage patterns are used to create the
optimal service offerings related to each profile;

3

ACT-IAC. https://actiac.org/groups/document/planning-and-architecture-shared-interest-group/smart-lean-governmentpractical-0. July, 2014.
4 The White House. Digital Government. http://www.whitehouse.gov/sites/default/files/omb/egov/digital-government/digitalgovernment.html. August, 2014.
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A shared platform approach – LEs focus on optimizing and streamlining service
delivery platforms, eliminating or consolidating overlapping resources and enforcing
consistent standards in how they create and deliver services; and
A customer-centric approach – LEs rely on the identification and creation of a series of
customer-centered services for all those served by government.

Life Events Deepen Understanding of Customers
Many agencies that interact with the public are
constrained by bureaucratic systems, programmatic
politics, and disenfranchised government personnel.
Furthermore, government services are often defined
and segmented more so by legal constraints than from
citizen-centric outcomes that satisfy
citizen/stakeholders’ needs.

“When agencies deepen
their understanding of Life
Events that drive what they
do, the people and
institutions that programs
are intended to serve come
back into focus.”

When agencies deepen their understanding of the Life
Events that drive what they do, the people and institutions that programs are intended to
serve come back into focus. The importance and urgency a service has to the consumer
becomes clearer to the provider – an essential step to improving customer service. For
instance, a grant to implement conservation practices isn’t another form to process, rather, it
is the edge that a struggling farmer needs to survive, grow, and prosper in a region suffering
from drought or other harmful Life Events.
When agency services are aligned with Life Events, planners can gain greater insight into
what the customer’s needs or expectations might be for a given transaction or the set of
transactions across agencies that address a range of needs. For example, agencies that
align with disaster response can create a seamlessly integrated experience that ensures a
disaster victim has access to a range of recovery services. Services can span multiple
agency missions, such as health, transportation, public safety, and economic rehabilitation.
Agencies aligned with common Life Events can work together to identify shareable expertise,
information, information resources, and processes that, when linked, facilitate a seamless
customer journey across agency missions.
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Life Events Empower Agencies to Hone Performance
A Life Event framework is an important tool for agency leaders to not only survive, but also,
thrive in a landscape of shrinking funding, greater demands and expanding service
expectations. This is because LEs are foundational drivers for agency missions. Agency
leaders can leverage LEs to:












Build trust in government services by
Government Services Statistics
making services more citizen-centric;
Achieve savings by eliminating duplicative
 Each day, almost 182,000 people
and overlapping services;
visit SSA Field offices and more
Expand the resource base from which to
than 445,000 people call SSA
 In 2013, there were 3,957,577
draw in delivery of services by leveraging
births in the United States.1
resources from partnering agencies;
 Nationwide, law enforcement
Better focus agency resources on
made an estimated 12,196,959
delivering mission critical services;
arrests in 2012.
Develop new ways of doing business to
 Worldwide, the State Department
more effectively and efficiently deliver
issued 9,164,349 immigrant and
services;
non-immigrant visas in 2013.
Deliver a more holistic set of services to
 In 2011, the US Postal Service
better address the “whole” of
delivered 16.5 billion mail pieces
citizen/stakeholder needs;
between Thanksgiving and
Create a more agile and adaptive service
Christmas Eve.
platform to address exigent needs; and
Create 21st Century virtual service
platforms offering better value and quality of service that will dominate our future.

Putting Life Events into Context
Currently, to receive services, citizen/stakeholders must navigate an often complex and
unfamiliar stakeholder environment -- one that is time consuming, mistake prone and
repetitive. In many instances citizen/stakeholders are faced with a maze of overlapping
service offerings provided by Federal, State, local, tribal, and foreign governments, as well as
the private sector and non-profit community. This duplication not only puts a burden on the
public to get help when it needs it but also creates opportunities for duplicate payments and
fraudulent claims.
Processes often require the public to interact with each service provider on a “one-off,” oneto-one basis, entering or “pushing” their service request data to each service provider. The
service providers then must accept or “pull” that data into their system to process the request
American Council for Technology-Industry Advisory Council (ACT-IAC)
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and provide the requested product or service. As illustrated by the callout “Life Event Quick
Statistics5,” a significant burden is placed upon both the government provider and
citizen/stakeholder consumer.
The Customer Experience
The American Customer Satisfaction Index reported in January, 2014, states that citizen
satisfaction with federal government services declined by 3.4% to 66.1 (on a scale of 0 to
100) as compared to a year before. The decline was largely attributed to dissatisfaction with
government websites, to include the troubled Healthcare.gov site. The press release further
stated that “Users find government sites to be more difficult to navigate, less reliable, and the
information less useful than they did a year ago.6” It goes on to state that for more than a third
of consumers, websites are their most frequent interface. E-Government channel usage
outstrips the other two service channels combined: telephone services 19% and office visits
11%.
A Pew Research Center study7 indicates that citizens have a more favorable view of State
government services as opposed to Federal government services. Both State and local had
significantly higher favorable opinions than that of federal, 57% and 63% respectively. A mere
28% of respondents of the Pew survey expressed satisfaction with the Federal government.
Favorable opinions of the federal government have been in near steady decline for ten years.
A related Pew Research study points to increasing distrust in the Federal government to do
the right thing.8 The report also cited increasing anger at the Federal government and that it
is a threat to their personal freedoms. Clearly there is a great deal that needs to be done to
improve the public’s perception of Federal agencies and the services that they provide.
Life Events help shape citizen-centric service design. To help restore trust in government,
citizen/stakeholders must begin to see that the services they receive are responsive to the full
range of needs9 associated with a LE, and they are delivered in a timely manner.
Citizen/stakeholders need to feel that they are not just “numbers” at the service counter
waiting their turn.

5

http://travel.state.gov/content/dam/visas/Statistics/AnnualReports/FY2013AnnualReport/FY13AnnualReport-TableI.pdf;
http://www.fbi.gov/about-us/cjis/ucr/crime-in-the-u.s/2013/preliminary-semiannual-uniform-crime-report-january-june-2013;
http://about.usps.com/news/electronic-press-kits/holidaynews/2011/html/holiday_shipping_facts.htm;
http://www.ssa.gov/oact/STATS/OASDIbenies.html.
6 The American Customer Satisfaction Index. http://www.theacsi.org/news-and-resources/press-releases/press-2014/pressrelease-federal-government-2013. August, 2014.
7
Pew Research. Center for People and the Press. http://www.people-press.org/2013/04/15/state-govermnents-viewedfavorably-as-federal-rating-hits-new-low/. August, 2014.
8 Pew Research Center. http://www.pewresearch.org/key-data-points/views-of-government-key-data-points/. August, 2014.
9 Including social, emotional, spiritual, environmental, occupational, intellectual, and physical issues
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Exhibit 3: Improving the Customer Experience

Citizen-centricity involves:








Redesigning the citizen/stakeholder experience with government to one that
addresses the citizen/stakeholder’s needs that stem from Life Events;
Providing multi-channel access to the legislatively authorized catalog of core services
that are served by a network of agencies at all levels of government;
Designing core and enabling services to be easy to find and use;
Designing services that set and meet expectations;
Integrating information and support resources to address the full range of
citizen/stakeholder needs that stem from the Life Event -- rather providing a series of
“one-off” solutions that render it more time consuming and less efficient to holistically
provision the services to the citizen/stakeholder in true need; and
Securely sharing and developing citizen/stakeholder data among service providers
used to:
- Reduce the number of forms and paperwork required of those seeking services;
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- Create sets of Generic Service Profiles (GSP)10 that can be used to define service
offerings for which members of the cohort defined by the profile are eligible; and
- Create Integrated Sets of Service Offerings (ISSO) that address the LE service
needs matched to all of the GSPs developed.
Collectively these attributes of citizen-centricity address the most significant factors in
unfavorable customer satisfaction surveys: poor service efficiency, not delivering what was
promised, and lack of proactive customer service.11 For a deeper look at how Life Events
relate to agency missions and tiers of government, see Appendix D.

10
11

See Appendix C.
Leggett, Band, Bookstein. Navigate the Future of Customer Service in 2014. Forrester Research. Page 2. February, 2014.
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The Government Service Delivery System
Life Events require a significant paradigm shift in how agencies deliver services. Among
issues they must grapple with are:


How to govern processes that extend beyond the span of control of traditional
organizational boundaries;



How to deal with learning new skill sets and the accompanying attitudinal and
philosophical shift that will be required to successfully make LE work;



How to implement the necessary supporting incentives to transform how government
integrates and interoperates;



How to organize, govern and securely share information to facilitate seamless “plug
and play” integration of new service offerings into a current set of services already
being delivered;



How to organize, fund and deliver sets of shared citizen/stakeholder services that
include both internal and external service providers;



How to ensure that each individual service providers’ core and enabling mission
services are delivered in a timely, efficient, and cost effective manner;



What performance management discipline must be put in place to judge not only how
well programs are delivered, but also how well program services are coordinated
across missions. Behaviors and attitudes, business processes and technology
capabilities must be brought together under a new set of incentives and metrics; and



What statutory barriers exist including terms and conditions; what disparities in data
classification exist; and what necessary reconciliation, rationalization and optimization,
must occur in order to provide interoperability across federal, state and local programs.

The recommendations provided later in this paper offer actionable steps to address these
questions.
Implementing Responsiveness, Quality, and Consistency
Life Events drive significant, multi-dimensional services that broadly and effectively address
citizen/stakeholders’ needs in a holistic fashion. Examples of how a Life Event approach
could improve citizens/stakeholders services include:


A single request for services triggers a set of linked, multi-dimensional shared services
- “Citizen-Centric;”



Eliminates layers of government between the citizen/stakeholder in seeking services –
provides a “One-Stop-Shop;”
American Council for Technology-Industry Advisory Council (ACT-IAC)
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Makes a single request for service one that automatically “pushes”" the request for
access to authorized life event data providers to render the citizen/stakeholder eligible
for a pre-defined set of services addressing their needs – “Enter Once – Multiple Use;”



Offers agile revision of service offerings as circumstances change, either life event or
service provision;



Offers a more complete set of services that more effectively addresses the whole of
their needs with a single request;



Serves as a safe-guard to ensure that essential services can continue to be met in a
climate of reduced funding;



Eliminates the traditional government “Bricks and Mortar” paradigm for providing
services;



Allows more control of the services the citizen/stakeholder have over the services they
receive from government;



Offers the citizen/stakeholder clearer insight into the relationships among the service
providers regarding the services they receive;



Are not narrowly constrained by service requirements of a single program; and



Requires and utilizes shared, secure, commonly defined information, data, and
metadata.

Finding Cost Efficiencies through Life Events
Cost efficiencies are often realized by reducing infrastructure, process, and materials costs.
Life Events provide a new perspective from which to analyze costs across these dimensions.
Through the LE focus, analysts are able to:




Identify opportunities to generate efficiencies through collaboration and sharing across
agencies with a related role or common interest in addressing LE needs;
Factor in the criticality of a service from a customer perspective when performing
alternatives analysis; and
Trace infrastructure, process, and materials investments to the Life Events that they
support.

Through the use of LE-aligned shared data, agencies can:





Streamline process flows;
Enhance data reuse;
Reduce processing errors;
Lower storage costs; and
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Speed service delivery time.

For example, the State of Utah created digital services for their citizen service benefits by
focusing on delivering a single citizen service interface to state benefits. Exhibit 4 provides
the summary statistics of this effort. As a result of the effort, Utah realized a 40% cost
savings.

Exhibit 4: State of Utah Benefits from Centralized Online Citizen Services

Like the State of Utah, other government entities can deliver value for less. Agencies need
only explore program relationships to shared Life Events; where:


Common services are identified, sharing and reuse can be considered;



Common skills are found, enhanced capacity can be employed; and



Duplication and redundancy is identified, resources can be reclaimed.
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Recommendations to Implement and Expand Use of Life Events
ACT-IAC’s Life Events enable new “inter-connected” forms of service that break traditional
barriers between government service providers. Shared LEs raise opportunities for crossagency processing of multi-dimensional, harmonized sets of services can eliminate wasteful
information gathering, processing, and cleansing. Furthermore, integrated service delivery
around shared LEs helps to break down program delivery stovepipes. These all-to-common
stovepipes often lack needed agility and perpetuate costly duplicative efforts. Over time, LEs
can help to address these problems and also improve transparency -- reducing errors, fraud,
waste, and abuse.
ACT-IAC’s proposed LE approach can deliver these benefits:





A timely stakeholder and citizen-centric services orientation;
Better understanding of the services needed by citizens/stakeholders based on insight
provided from actual data usage;
Better services delivered by a design built on innovative processes, reference models,
technologies, strategies; and
Better and more ubiquitous access to government services – no restrictions to access
based on time or physical location.

There are three important communities the Federal government should engage in pursuit of
LE-oriented improvements. The first is the public that benefits from government services. The
second is comprised of State, Local, and Tribal governments that have been both
experimenting with and delivering LE-oriented services. The third is private industry that has
vast experience crafting strong customer experience and service excellence models. Active
engagement across these communities will surface how government needs to redesign its
service models, important lessons learned, and methods/tools that can be quickly adopted.
Life Events are at the core of 21st century shared government services transformation. Life
Events establish the context around which citizen-centric services can be defined and
delivered. Given a Life Event and its context, Communities of Service (COS)12 participants
can organize, collaborate, and respond to it through shared services seamlessly supported
by standards-based information sharing. The Service Integration Model (SIM)13 provides CoS
participants the ability to operate in new ways and to reinforce a sustainable shared service
model.
What follows is a list of five recommendations to plan, organize, and deliver better through
the use of Life Events.

12
13

Smart Lean Government Practical Guide, Volume One: Core Concepts, pages 7 and 8
Smart Lean Government Practical Guide, Volume Two: Strategic Roadmap, pages 8 and 9
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Recommendation 1. Institutionalize Customer Engagement and Feedback
The Open Government Initiative14 calls upon agencies to make information more accessible
to the public and, more importantly here, to “establish a system of transparency, public
participation, and collaboration” that promotes efficiency and effectiveness in government.
Many mechanisms are at the disposal of government to engage the public: surveys, focus
groups, online feedback mechanisms, and others. These tools provide valuable input to
agencies seeking to identify and design for service improvements.
Agencies should institutionalize the use of these tools to track and measure the effectiveness
of LE-oriented services as customers navigate the service ecosystem. To ensure that
achievable service expectations are set, agencies should ensure that agreements are in
place and that performance data is both tracked and used to tune processes and improve
service.
Finally, agencies should ensure that public outreach and engagement is implemented and
reinforced to stimulate meaningful public participation. The voice of the customer is critical in
framing service needs, understanding the impacts of service design, and determining
whether service expectations were met or exceeded.

Recommendation 2. Create an Agency Catalog of Life Events
OMB should facilitate the creation of a Life Event catalog by establishing a common
government-wide definition of a Life Event. Agencies should create a centralized list that
identifies Life Events addressed by their programs. The identified Life Event should be easily
understandable to the average service consumer. Each Life Event should be accompanied
by a description of the term and the services provided. Agencies should ensure that Life
Events are aligned to the agency’s programs and business functions by applying language
from the Federal Enterprise Architecture Framework II’s Business Reference Model. Creating
and actively managing these relationships will develop a deeper and more explicit
understanding of what drives interactions with the public and satisfies their needs.
Armed with this information, planners and analysts will be able to optimize programs to be
more responsive to those impacted by Life Events. Furthermore, through this alignment,
analysts will be able to better understand the financial, human capital, and technology
resources required to address not just broad program activities, but also the discrete Life
Events that necessitate the program. With this information, stronger budget justifications can
be framed, focused capabilities developed, and narrower performance metrics established.

14

The White House. Open Government Initiative. http://www.whitehouse.gov/open. August, 2014.
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Agencies should also identify the shared interagency relationships to a Life Event. Many
agencies have shared or closely related responsibilities that pertain to the same Life Event.
Take, for example, agency responses to a flood. A flood can lead to the destruction of roads,
homes, businesses, farmland, and life. Federal, state, local, tribal, and territorial governments
all have programs or resources that address transportation, power, health and other matters
created as a result of flooding.
Recommendation 3. Leverage Common Life Events to Advance Collaboration and
Shared Services
When one agency adopts a Life Event focus, it can improve the customer experience in a
narrow domain; however, we know that there are often cases in which a variety of related
issues impact the citizen/stakeholder. For instance, when a natural disaster strikes, a person
may lose a home, face health issues, be subject to crime, and any number of other issues. A
health focus alone does not go far enough to serve the citizen.
When multiple agencies coordinate around a common Life Event they form a community of
service15. Through an integrated, coordinated community of service, government can craft a
more efficient, cost-effective value chain to serve the full range of citizen/stakeholder needs
across federal, state, local, tribal, and territorial participants in a given LE context.
Government has an opportunity to redefine the customer experience as it refines existing
COSs and forms new ones. Throughout this process, Government also has the opportunity to
be more efficient through shared experiences, integrated processes, and shared services.
Sharing and integration will require effective governance mechanisms. These processes will
need to consist of well-defined activities, roles and responsibilities that are unambiguously
defined and routinely exercised. To ensure that the best decisions are made, agencies will
need to define meaningful and actionable metrics that are geared to drive citizen-centric
performance with an eye to efficiency. Discussion of what is entailed in the Governance
process can be found in the Smart Lean Government Practical Guide, Volume Three:
Tactical Implementation.
The best performing customer service organizations are focused upon satisfying customer
needs by offering a painless, and even pleasurable, customer experience. These
experiences are often supported by slogans aligned to the experience that compete to
capture customer mindshare. Real world examples include: “Come and Experience the
Magic of Macy’s”; We Never Forget Who We’re Working For”; “Hallmark Hall of Fame”; “a
Kodak Moment”; and “The Wonderful World of Disney.”

15

ACT-IAC. Smart Lean Practical Guide, Volume 1. Page 6. November, 2013.
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While Life Events enable agencies to understand the reasons for a service transaction and
what outcomes may drive customer satisfaction, deeper understanding of the customer
experience and online user experience should be analyzed using:










Customer focus groups,
Customer surveys,
Journey mapping,
Mind Mapping,
Business process analysis,
Information flow analysis,
Comparison to the Federal Enterprise Architecture, Version II and industry reference
models (workflow management),
Capability design (perhaps building from the European Union’s approach), and
Failure Mode Analysis.

Through these methods, analysts can identify areas where agencies share common ground
to improve the overall customer experience. It should be recognized that many of the most
innovative approaches to implementing LE-type initiatives have been developed at the State
and Local level. Both have a breadth of experience in development of this type of program.
The National Association of State Chief Information Officers (NASCIO) and the National
Association of Counties (NACO) each serve as strong starting points for exploratory
endeavors.
To identify federal cross-agency collaboration opportunities, OMB should utilize agency
supplied LEs alignment to business functions to encourage interagency collaboration. Today,
agencies report how their functions align to performance and how IT resources support that
performance. Making Life Event catalogs available to OMB will serve to improve
transparency and enable planners to understand the “line of sight” between program
investments and discrete Life Events that they serve.

Recommendation 4. Start Small and Manage Tactical Risks
Because there are so many “moving parts” associated with launching a Life Event initiative,
and success is dependent upon ensuring all of the dependencies regarding management of
work flow among the stakeholders are firmly resolved, the smaller the initial LE undertakings
are, the higher the probability of success. Emergency response necessitates engaging
stakeholders from many management disciplines. Job retraining on the other hand narrows
the dialogue among those involved making the task easier.
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Because LEs represents such a major shift in how government does business, there are
elements of risk involved for which practitioners must be prepared. Effective risk
management should address the following items.







Existence of strong and sustained senior management buy-in for the initiative before
initiation;
Funding sources are securely in place to ensure implementation;
There are clear agreements in place among collaborating organizations;
The LE is readily identified as a part of agency mission for all stakeholders involved;
Starting with “low-hanging fruit” initiatives that represent little inherent risk; and
Strong collaboration partners that you can draw on for support.

Agencies are constantly challenged with making difficult resourcing decisions. Small pilot
projects, like large ones, draw upon limited resources and may be viewed as a risky or as a
low-value endeavor. Incentives will need to be established to spur innovation around LEs so
that agencies can experiment with creating or extending their LE-aligned services. Through
experimentation and small wins agencies can become familiar with the approach proposed
here and become stronger providers of citizen-centered communities of services.
Recommendation 5. Advance Information Sharing Capabilities
The life’s blood of Life Events is information sharing. Information sharing helps Communities
of Service to learn about who is being served, needs that must be addressed, as well as the
most valued service mechanisms. Even more powerful is the degree to which service
discovery and consumption can be streamlined through the sharing of commonly-used
information, such as demographic information (e.g., name, address, etc.), identity credential
information (e.g., driver’s license number, Social Security Number, etc.), and service history.
Through this kind of sharing, citizens/stakeholders need only supply information unique to a
service request. Common information requirements, like name, are known automatically.
Information sharing also represents the area with the most challenging “White Space” issues
(i.e., issues that have outstanding questions in need of research, additional clarification, or
substantiation) that must to be resolved.


Citizen/Stakeholder resources – A significant amount of data and other resources
related to citizens/stakeholders reside at the State and Local level and must be
incorporated into the planning of any Life Event.



Generic Service Profile (GSP) – a “White Space” issue. A key issue that must be
resolved is how to identify and deliver the right mix of services to the
citizen/stakeholder(s) while finding the right balance between maintaining
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confidentiality of information on a need to know basis to authorized parties to protect
privacy vs. being able to develop a set of easily accessible services that adequately
serve stakeholders’ needs. It is clear that the public is not ready for delivery of
services that demonstrates that the government knows too much information about
their private lives. For example, in shopping for a new suit, it would be disturbing to
think that a merchant is so well informed that he knows when you are coming and you
find the perfectly fitting suit waiting for you with you name already monogramed on the
inside pocket. The American citizen/stakeholder would be uncomfortable to think their
government was that familiar with their everyday personal habits, their likes and
dislikes, to anticipate their every need. But they do expect the government to be in
tune with and responsive to their basic needs.
It is around these GSPs that service offerings need to be developed. The European
Union or Canadian One citizen models are good points of reference. The mechanics
of how the GSP will work need to be explored and resolved in a White Paper.


Service Integration Model (SIM) – a “White Space” issue. The three core components
of Smart Lean Government, Communities of Service (CoS), Life Events, and the
Service Integration Model (SIM) were designed to agilely and adaptively respond to
the citizen/stakeholder service needs. The first two are meant to optimize service
offerings among service providers by means of identifying and eliminating overlapping
or redundant services, streamline process flow and providing new service offerings.
The SIM is meant to allow the seamless introduction or elimination of service offerings
from the sets of service offerings provided the public. By its nature, the SIM is
integrally linked to the GSP profile.
As the GSP changes, it will in all likelihood result in the need for revisions in mix
and/or levels of services being provided. As those changes occur and the new mix of
services are introduced, it is imperative that data exchanges among this new mix of
service providers be able to operate in a “plug and play” manner, with no down-time as
resources are painstakingly remapped among service providers. Those mechanisms
have not yet been articulated.

Conclusion
Improving customer service and experience across government must remain a high priority
as services are transformed. Continued focus in these areas will enable government to make
choices that satisfy and build trust within the public. To truly understand the public’s needs
and how government can satisfy them, planners must consider the Life Events that drive
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those needs. Armed with the context for what agencies to individually and collectively, richer
and more efficient services can be designed for and delivered to the public.
But in committing to the path of LEs, practitioners need to be aware of and willing to accept
the challenges they represent. LEs denote a major paradigm shift in how some government
agencies organize and deliver services. It is a long-term process that will take years to be
fully realized. This kind of change is a joint venture, requiring extensive collaboration with
outside organizations. And as such, LEs will have to be implemented incrementally, taking
small steps — each one adding new value to the public.
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Appendix
Appendix A: Acronyms
ACT
CCS
CoS
DHS
DoDAF
FAA
FEA
FEMA
GSA
GSP
IAC
ISSO
IT
LE
NACO
NASCIO
NDRF
NIEM
One-Off
PM-ISE
PMO
SIM
USDA

American Council for Technology
Communties of Citizens/Stakeholders
Communities of Service
Department of Homeland Security
Department of Defense Architecture Framework
Federal Aviation Administration
Federal Enterprise Architecture
Federal Emergency Management Administration
General Services Administration
Generic Service Profile
Industry Advisory Council
Integrated Set of Service Profiles
Information Technology
Life Event
National Association of Counties
National Association of State Chief Information Officers
National Disaster Respose Framework
National Information Exchange Model
An unrepeated event
Program Manager – Information Sharing Environment
Program Management Office
Service Integration Model
United States Department of Agriculture
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Appendix B: Organizations Interviewed
The content of this report was derived from research, analysis and opinions generated by the
ACT-IAC Planning and Architecture Shared Interest Group industry members, the
Government Advisory Panel and input generated from organizations’ interviews.
The following organizations were interviewed.










Department of Veterans Affairs
Food Nutrition Service, Department of Agriculture
General Services Administration
Morris County, New Jersey
National Association of State Chief Information Officers (NASCIO)
Social Security Administration
State of Georgia
State of Indiana
State of Nebraska

American Council for Technology-Industry Advisory Council (ACT-IAC)
3040 Williams Drive, Suite 500, Fairfax, VA 22031
www.actiac.org ● (p) (703) 208.4800 ● (f) (703) 208.4805
Advancing Government Through Collaboration, Education and Action

Page 25

Life Events – Connecting Citizens to Services

Appendix C: The Smart Lean Government Practical Guide
A major resource for those wishing to implement Life Event initiatives is the SLG Practical
Guide (PG), which was developed to assist practitioners who wish to use the SLG framework
to transform services. The PG:



Serves as “How To” guidance for the business transformation community in the
construction and execution of SLG initiatives, and
Identifies and catalogs issues, known as “White Spaces”, which need to be overcome
if their initiatives are to succeed. As new White Space issues are identified, they are
logged into the PG. And as solutions to them are found, the PG is updated with the
solutions and shared with the user community.

Due to the complexity of the issues addressed by SLG, content has been packaged into three
separate volumes to facilitate action-oriented outcomes, making the concepts more readily
understandable.





Volume One: Core Concepts details how SLG is constructed, how each of its
components work independently, and how they relate to each other in delivering
services;
Volume Two: Strategic Roadmap describes the steps change agents need to take in
creating the “enterprise” that will operate and manage SLG initiatives; and
Volume Three: Tactical Implementation provides the tools through which to create
SLG initiatives and the practical guide to navigate the processes for using those tools.

The PG should be used to help guide the implementation process and align efforts of the
broader transformation community.
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Appendix D: Conceptual Life Event Service Architecture
Life Events simplify the citizens/stakeholders interaction with government. LEs allow the
creation of Generic Service Profiles (GSP) linked to service offerings related to a triggering
event. These linked service offerings are then organized as a single set of services for which
a single service request is required. That contrasts with the current process that requires a
series of “one-off” service requests to each individual service provider. The current process
requires the citizens/stakeholders to know the complete set of services that are available and
relevant to any particular life event. Essentially, they must act as their own service delivery
manager.
Life Events are citizen-centric, focused on addressing the “whole of the citizen’s/stakeholder’s
needs” in a single encounter. Service requests are made through public portals, where the
citizen/stakeholder completes a Generic Service Profile, Enter Once – Multiple Use, that
orients sets of service offerings that most completely address service needs resulting from a
LE, One-Stop-Shop. Life Events, as a part of the SLG framework, is a transformational tool
designed to help agencies provide services to citizen/stakeholders in a more agile, adaptive
and cost efficient manner.
Exhibit 5 demonstrates the breadth of differences between how a LE addresses service
needs in contrast with the current series of “one-off” service offerings in response to a
citizen/stakeholder’s requests.

Life Events vs. Current State

Exhibit 5: Life Events vs. Current Service Orientation
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Enter Once-Multiple Use
Life Events address the well-being of the citizen/stakeholder in response to a specific major
event in their lives. It attempts to make the citizen/stakeholder encounters with government
as brief and user friendly as possible. It allows the citizen/stakeholder to perform a single
point of entry, “Enter Once-Multiple Use”, of their service needs to a commonly shared
database used by all of the service providers to deliver seamlessly integrated services. The
citizen/stakeholders’ experience of government becomes a virtual one. They “push” their
service need for through a virtual portal, making a single, global entry documenting the
totality of their service needs through this virtual portal, which is linked to all of the service
providers with potentially relevant resources that can address their needs.
One-Stop-Shop
The global One-Stop-Shop entry is then used to determine eligibility for an Integrated Set of
Service Offerings (ISSO), “One-Stop-Shop”, drawn from the multi-layers of service providers.
The LE process eliminates the need for the citizen/stakeholder to visit each physical office
location in making their request as well as improve the user experience with securing those
services for which they may be eligible.

Typical(Life(Event(Service(Request(

Exhibit 6: Conceptual LE Service Request Model

Activities associated with delivering a Life Event service are represented in the
accompanying graphic, which typifies the kind of Life Events to which government responds
to as well as the typical service offerings used in responding to them. The process contains
American Council for Technology-Industry Advisory Council (ACT-IAC)
3040 Williams Drive, Suite 500, Fairfax, VA 22031
www.actiac.org ● (p) (703) 208.4800 ● (f) (703) 208.4805
Advancing Government Through Collaboration, Education and Action

Page 28

Life Events – Connecting Citizens to Services

two parallel tracks that converge in the delivery of services.
For Life Events it begins with development of a series of Generic Service Profiles (GSP) that
define the need patterns of Communities of Citizens/Stakeholders (CCS)16 sharing common
service need characteristics (discussed in more detail below). These GSPs are defined by:







Demographics;
Economic parameters;
Environmental parameters;
Geographic parameters;
Infrastructure parameters; and
Resource parameters.

In combination with the GSPs, these CCSs define the breadth of needs of the members of
each cohort and can be used to create a multi-channel service delivery strategy in
collaboration with all of the service delivery stakeholders.
The first focuses on creating GSPs for all of the citizen/stakeholder communities that
compose its population. These profiles are drawn from demographic, economic,
environmental, geographic, infrastructure and service resource data. They will define the
makeup, depth and breadth of each citizen/stakeholder community as well as the program
services that members of each of these citizen/stakeholder communities might be eligible.
The profiles are generic in nature, containing no “person specific” information. Those
embarking on LE initiatives should also be aware that it is at the State and local levels where
most of the data and knowledge of citizen/stakeholders resides.
Once the GSPs are complete, the second track will be triggered when a LE actually occurs.
The citizen/stakeholder will then consume a service through a public portal. A service
request will then be matched with an appropriate GSP that best meets the need. This is all
done within a context that considers citizen attributes and the details of the specific
circumstance as framed by a LE. When matched, the citizen/stakeholder is automatically
qualified – streamlining processing and offering the citizen a simpler, more satisfying
experience.
The path for the delivery of a LE service follows is:

16



The triggering LE occurs;



The citizen/stakeholder pushes their request for service through a public access point;



That data is the incorporated into a shared database that is accessible to all service
providers with resources that can help resolve the LE issue;

Member of these communities, while homogenous in most senses of the word, may however be geographically dispersed.
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That database is used to create a series of GSP matches that are aligned with data
such as the person’s age, geographic location, education, employment history, etc.
The profiles protect personal anonymity and are composed of cohorts of service
recipients that qualify for common services. To give perspective, they can be likened
to the rack of suits in a clothing store; you find from among the variety of sizes offered,
the suit size that best fits you but there are no suits in the rack personally tailored to
your body size;



The ISSO offering the best goodness of fit to the citizen/stakeholder’s LE request is
selected as the appropriate set of services; and



The appropriate stakeholder agencies “pull” the data, and then deliver or “push”
services to the citizen/stakeholder. The citizen/stakeholder may decline, or “opt-out” of
receiving any or all services for which he/she may be eligible.

Life Events Facilitate Integration across All of Government
Life Events provide context to the needs expressed by the public. When an event occurs, it
happens at a time and place, it may correspond to one or more government sectors (e.g.,
health, law enforcement, education, etc.), and it drives public needs of varying urgency.
These attributes of Life Events are important for agencies to know. For instance, alignment
with one or more sectors, or mission areas, points to the need for collaborating and
information sharing. The place (or places) that an event impacts the public may span
jurisdictional boundaries, which prompts agencies to consider how a government response
can scale to meet needs. The type of Life Event will help agencies understand the urgency
underpinning requests for assistance. Natural disasters require immediate responses, but
review of a legal case may not require as prompt a response. When considered across
programs or levels of Government, Life Events can serve as common ground for
collaboration, planning, and service delivery.
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Exhibit 7: Life Events Context Diagram

Exhibit 7 illustrates the orientation of a Life Event to public needs that drive government
services. As discussed earlier, Life Events offer context. What, when, and where essentially
define a life event. From a Life Event flow public needs. For instance as people progress
through life, they need health care, education, employment, taxation, credentialing and other
services from various levels of government. Front-line service channels exist for each mission
area and its programs. These are the government “store fronts” where the public discovers,
learns about, and transacts exchanges. Mission support organizations provide sector-specific
services or offer cross-cutting services, such as financial, records, or procurement services
among others.
We see also that Life Events and needs span the five tiers of government. Issues such as
health, housing, law enforcement, education, and others are addressed by multiple programs
in multiple jurisdictions through a variety of service channels. Recognizing that Life Events
are common among government institutions raises opportunities to organize and collaborate
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around Life Events so that best practices, tools, information and capabilities can be shared.
Doing so will improve both quality and capacity of citizen/stakeholder services.
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Appendix E: Life Event Taxonomy
Life Events are defined as:






An event that triggers the need for collaborative delivery of services from across
multiple levels of government, the non-profit community, and private sector;
Having place/locale;
Occurring in time;
Being of a type or category; and
Relatable to other concepts, like groups, hazards, outcomes, and others.

The expression of a Life Event, at a minimum, will communicate:
The Life Event Name. The name will be a unique name or a common name that is
distinguished by other identifiers. For instance, an Extensible Markup Language (XML)
expression of a Life Event that does not have a unique name should employ a
namespace designation that distinguishes it from other like named Life Events.
The named Life Event can be further described using Life Event Category as an
attribute of the Name. Use of a category can facilitate hierarchical orientation of named
Life Events.
The Life Event Time. Time may be expressed using conventional date and time
expressions. The time that a Life Event occurred can be represented using a Start
Date and Start Time in conjunction with an End Date and End Time.
The Life Event Place. Every Life Event that impacts a government-supported entity
must occur in some place. With respect to large scale LEs, a political boundary or
geographic designation can be used (e.g., New York, Manhattan, or a postal code).
Where LEs impact a business entity or a person, addresses, geospatial information, or
other appropriate expression of locale can be used.
To ensure that the concept of a Life Event remains flexible and applicable to diverse
information exchange requirements, no other required elements are specified. Life Events will
have a number of associations with other concepts. For instance, a Life Event may be
combined with Person / Party / Entity information to characterize those who may have been
impacted by the Life Event. Furthermore, a LE may have associated hazards.
Take for instance a chemical spill Life Event that threatens a community. Collaborating
agencies will agree upon common hazard information that can be used within information
exchanges. Combining LE data with Person and Hazard Data provides the essential data for
interested agencies to employ specific business services that respond to the event and
identified hazards.
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Optional Life Event information can be developed and employed as extensions to core LE
data.
The Life Event will have scale. It may impact an individual, a family, a community, an
organization, a political entity, or a region. A Life Event may have hazards associated with it.
As a result, there may be an urgency felt by citizen/stakeholders to have their needs
addressed. Finally, the Life Event will have place or locale that informs a COS response.
Applying Frameworks to Align Resources
The Federal Enterprise Architecture Framework (FEAF) is a taxonomy used by all
agencies to classify and communicate alignment of their resource alignment to achieve goals.
The FEAF is a resource for agencies to justify technology investment alignment. Recognizing
the association between the FEA business function and service with a Life Event and
customer need will enable government managers to demonstrate how an investment aligns
with goals to serve needs associated with a Life Event.
Life Events can be oriented with the Federal Enterprise Architecture (FEA) reference models
so that federal resource planning and provision addresses the new perspectives involved with
customer service and experience. While programmatic resource perspectives will always be
maintained, analysts need a means to rationalize how the business is oriented to reinvent the
customer experiences to satisfy needs arising from Life Events.
Exhibit 8, below, illustrates the FEA2 Business Reference Model categorizations used in
agency enterprise planning and reporting. The Life Event establishes several essential inputs
for an agency response to a Life Event:




The Context of the LE determines the criticality and urgency of the response;
The Place of the LE informs the agency whether the response is within the jurisdiction
of the agency; and
The Type of LE enables the agency to determine if there is a Community of Service
with which a collaborative response can be established.
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Exhibit 8: Conceptual LE Alignment with the FEA

The Department of Defense Architecture Framework (DoDAF) version 2.02 Update 1
offers a means to organize managed components of an enterprise to plan for and manage
agency capabilities. The DoDAF specifies a taxonomy consisting of capabilities, activities,
resources and performers (CARP17) to communicate how a service might be delivered. The
premise of this model is that a capability is comprised of activities executed by performers
that use resources to achieve goals. This model provides a means to use a commonly
understood organizing construct to identify the components that comprise a citizen-centered
service.
The Program Manager for the Information Sharing Environment (PM-ISE) provides a
series of building blocks that contain answers to common information sharing questions, tools
to foster integration, and success stories that exemplify information sharing best practices.
There are five building blocks: governance, budget & performance, acquisition, standards &
interoperability, communications & partnerships. Collectively, they address key information
sharing management concerns.

17

DoDAF Version 2.02 Update 1, 16 June 2014, section 1.6, pages 35-37. http://www.omg.org/cgi-bin/doc?c4i/14-05-02.pdf
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Appendix F: Modeling Life Events
Taken from: An Ontology for Modeling Life-Events
Ilias Trochidis 1, Efthimios Tambouris 2 and Konstantinos Tarabanis 1, 2
1University of Macedonia, Thessaloniki, Greece
2Informatics and Telematics Institute, Center for Research and Technology Hellas, Greece
{htroh, tambouris, kat}@uom.gr
Abstract
Contemporary public administrations all over the world are exploring new service provision
models that adhere to citizen’s needs. Recently, the “life-event” concept was introduced as a
guiding metaphor for presenting and providing integrated public services. A life-event
includes all public services that are related to a specific situation that citizens face. Although
the concept of life events is increasingly important for public administrations, the relevant
scientific literature is limited. In this paper we present the main classes of an ontology for
modeling life-events. It is anticipated that the use of this ontology will facilitate domain experts
in public authorities to model life-events in a straightforward manner.
1. Introduction
Integrated public service provision according to customers’ needs lies at the heart of every e
Government action plan. Life-events are often used as a guiding metaphor for customercentric public service provision, e.g. [1]. A life-event is a set of actions, including at least one
public service, which, when executed in its appropriate workflow, fulfills a need of a citizen
arising from a new life situation [2]. An analysis of the relevant literature suggests there are
two main approaches for modeling life-events. The first suggests modeling life-events as
workflows of related public services and actions [2]. The second suggests modeling lifeevents using ontologies [3] thus capitalizes on the idea of semantic representation of
knowledge. An ontology is a network of connections between concepts of a particular domain
with the aim to provide a well-structured model. In this paper we propose a new model for
life-events and describe the main classes and properties of an ontology used for representing
this model.
2. Life-Event Ontology Model
The proposed model is based on a small number of core classes and properties. These were
derived by studying previous work such as the GEA 18 [3] and public services ontologies (e.g.
the Meta ontology proposed by the OntoGov project [4]). Theoretical work was combined with
empirical data that we gathered from studying a number of life-events in four different
countries (this work was conducted within the OneStopGov project [4]). The proposed

18

Government Enterprise Architecture classification models from Queensland, Australia
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classes are: life-event, public service, citizen, user profile, input, output, rules, Public
Administration (PA) document and non-Public Administration object (see also Exhibit 1).
Ci=zen%

faces%

Life%Event%

A citizen faces life-events (e.g. a
citizen wants to get married). Each lifehas%profile%
lives%in%
consists%of%
event consists of one or more public
services. By assuming a system’s
Profile%
approach, each public service receives
input and produces output. The input
Public%Service%
checked%%against%
can be either an official document
produced by the Public Administration
has%rules%
has%input%
(e.g. birth certificate) or an object not
Rules%
produced by the Public Administration
has%input%
(e.g. a photograph). The output of a
has%output%
public service is always an official
Non3PA%–%Object%
defines%input%
Public Administration (PA) document
validates%rules%
(e.g. marriage permit). In addition, a
public service has rules stated in the
relevant laws and regulations. The
PA%Document%
rules define the input and output and
Exhibit 9: Life Event Ontology Classes and Properties
the internal logic of the service. For
example, the public service “Getting a
divorce” has one important rule (which here acts as a pre-condition): the person who invokes
this service must currently be married. Finally, a citizen has a profile that contains information
(e.g. age, marital status, etc.). When a citizen invokes a service, this information may be
checked against the service’s rules for a number of reasons e.g. to determine the citizen’s
eligibility for the service, to provide input to the service, etc. The proposed life-event model
has been implemented using OWL DL19 the prototype life-event ontology was developed
using the Protégé tool with the OWL plug-in.
3. Discussion
Domain experts within public administrations can use the proposed life-event ontology.
Usually, domain experts have to fill in different templates and/or draw process diagrams in
order to describe life-events and the public services involved. Instead of that, the proposed
life-event ontology aims at assisting domain experts in describing and modeling life-events by
simply creating instances of the classes of the proposed ontology. The use of an ontology
has a number of advantages, including:


19

Ontologies may solve interoperability problems. Indeed, the standardization of
ontologies provides a common frame of reference for cross-organizational
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applications and lays a foundation for a LE Common Vocabulary and end-to-end
process design;
Ontologies have axioms and rules that completely define the values that a concept
can have;
The process of modeling a domain using ontologies helps identifying and
understanding the relevant elements in a specific domain and the relationships
between them [6];
The use of formalized models (ontologies) helps managers easily communicate and
share their understanding of the domain among other stakeholders; and
It enables creating a knowledge repository where all tacit and implicit knowledge is
modeled in an explicit and reusable form. In addition, the proposed method of
modeling life events has the following advantages:
- The life-event concept is clearly defined;
- The same public service can be invoked by different life-events. Using the
proposed ontology, each public service is modeled only once;
- Maintenance of life-events is simplified. For example, if one rule changes in
one public service it is easy to apply this change to all instances of the ontology
classes;
- It facilitates visualization of life-events, related entities and how they’re related.
This is important in order to monitor the relationships between classes and to
have a clear understanding of the life event concept as a whole and of the
public services invoked based on the citizen profile; and
- The life-event ontology can be used for implementation purposes, e.g. in a onestop government portal.

4. Conclusion
In this work we proposed a life-event ontology that may assist domain experts in public
administrations in modeling life-events. More specifically, we identified a small number of
core classes and their properties, which enabled producing the life-event model upon which
the ontology is based. We further outlined some of the advantages of the proposed method
for modeling life events. Future work includes modeling a number of life events to examine
the generality of the model.
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