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Abstract 

One of the fundamental objectives of modern governments regarding 

public service delivery is the ability to offer a citizen-centric view of the 

government administration and services. This challenge led to the introduction of 

life events as ‘a straightforward metaphor for identifying the public services 

related to a specific situation that citizens often face’. Life-event model is the 

most widely adopted paradigm supporting the idea of composing a single complex 

service that corresponds to an event in a citizen’s life. The aim of this study is to 

construct and validate a life event model able to describe public service provision 

based on the concept of life events. First, it investigates and reviews the existing 

life event portals in order to collect the entities used to describe life events. 

Secondly, it reviews the existing life event models in order to identify the main 

domain concepts used and their relationships. All review findings are then used 

for the construction of our own life event model, which is validated through a life 

event example and its representation in an existing life event portal. 
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1. Introduction 

1.1 Problem Statement 

 Public Administrations worldwide are characterized by complex internal 

structures and their existent organization of government services is based on a 

division of work between several fields or competences. Accordingly, government 

processes and services are adapted and distributed over several public 

institutions. However, the problems of customers do not usually apply merely to 

one single public institution.  

In contrast to public administrations, citizens do not think in terms of 

services but in terms of their needs. In fact, citizens desire as little interaction 

and knowledge of public administration as possible. In order to meet this 

challenge governments offer and organize their services in many ways. However, 

the life event concept is the most widely adopted paradigm supporting the idea of 

a single complex service that corresponds to an event in a citizen’s life.  

Also, life event government portals are often passive as they usually 

present life events as hierarchies of topics or lists. This is actually a one-way 

communication from the portal to the citizen. The citizen’s exact needs and 

circumstances are not considered by the portal. This causes frustration to citizens 

and prevents easy access to information. For example, even when the desired 

services are located, they still do not necessarily consider the citizen’s extra 

needs and circumstances. 

1.2 Field of Research 

 This study reviews the relevant literature and also identifies and examines 

the existing life event portals and life event models, in order to construct and 

validate a new life event model. 

 The identification of life event portals was based to three main categories: 

• Transnational level portals (Your Europe: 

http://ec.europa.eu/youreurope/) 

• National level portals (according to Epractice.eu factsheets: 

http://www.epractice.eu) 

• Good practice life event portals according to the literature (Tambouris, E. 

and Tarabanis, K. 2008E) 
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In total, forty one (41) portals were identified and sixteen (16) of them 

were examined. This was mainly because most of them were described in their 

native language and others were not organized in terms of life events. 

Moreover, the study introduces the existing life event models and 

approaches in order to identify the main domain concepts used and their 

relationships. This introduction is based on the MSc thesis of Kaliva, E. 2008. In 

this study several approaches and models about public service provision are 

reviewed and eight of them were selected as beneficial and relevant to our study. 

1.3 Goal of the study 

 The main goal of this study is to create an efficient life event model for 

describing a citizen’s life event. More specifically, our goal is to create a 

conceptual model that considers all the concepts that take part in a public service 

provision model but through the aspect of a life event and that also considers the 

relationship between those concepts. 

The creation of this model is based on an analysis and synthesis of the 

existing life event models found in the literature. The methodology followed is 

described in chapter 3. The validation of the new life event model is achieved 

through a life event example and is depicted in an existing life event portal. 

1.4 Study Contents 

 The study is organized as follows: 

Chapter 2 introduces the basic terminology related to life events as presented in 

the relevant scientific papers, articles and reports. Chapter 3 describes thoroughly 

the methodology we followed, Chapter 4 reviews and presents existing life event 

portals while Chapter 5 reviews existing life event models found in literature. In 

Chapter 6 we use the results from the previous chapters in order to construct and 

validate our new life event model through an example. At the end of this study 

(chapter 7), the main contributions are revisited and explained with a hint on 

future research plans while Appendix A presents the life events found in the 

government portals examined in chapter 4. 
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2. Introducing Basic Terms 

In this chapter we introduce the basic terminology related to life events as 

presented in the relevant scientific papers, articles and reports. This involves the 

term life event, as it is defined and used by different approaches in literature, its 

relationship with public services, the definition of life event portal and an 

introduction to life event models. 

2.1 Life Event  

The growing need of the government agencies to offer a citizen-centric view 

of the service delivery is recently supported by life event models. According to 

the literature a life event is a set of actions, including at least one public service, 

which, when executed in its appropriate workflow, fulfils a need of a citizen 

arising from a new life situation (Trochidis, E., Tambouris, E. and Tarabanis, K. 

2006).  

Moreover, life event is referred as a metaphor used to denote a specific 

situation or event in the life of a citizen or a life cycle of an organization that 

requires a set of public services to be performed (Wimmer & Tambouris, 2002; 

Leben & Vintar, 2003; Vintar et al., 2004). Users (i.e., citizens or organizations) 

need to easily identify their needs at their stage in life and the life event should 

help them map their needs to the set of public services they need to perform.  

The scope of the definition mentioned above is wide and refers to both life 

events of citizens and organizations. Usually the reference made to life events is 

from the citizen aspect of life events. Thus, a life event is defined as a specific 

situation or an event in the life of a citizen that requires a set of public services to 

be performed (Todorovski, L. Et al 2007A). From the aspect of the public 

administration domain a life event refers to the government services needed at 

specific stages in life (European Commission, 2003). So there are two 

perspectives in the definition of a life event: a citizen perspective which suggests 

that there are life stages (e.g.  I want to buy a new house) while there is the 

public administration perspective which corresponds to life events in public 

administration (e.g. Registering a new address).  

Thus, there are certain citizen needs that require a set of public services to 

be performed (Figure 1).  
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Figure 1: Citizens’, life events and public administration domains (Tambouris, 

E. and Tarabanis, K. 2008) 

 

The citizens’ domain contains their needs, wishes, rights, obligations and 

events that occur in their lives while the public administration domain contains 

the public authorities and the public services that each one provides. The life-

events domain acts as a broker between the citizens’ domain and the public 

administration domain. An important objective of this domain is to identify the 

specific public services that need to be executed depending on the citizens’ 

needs.  

2.2 Life Events and public services 

In general a public service is a service provided by a government to its 

citizens, either directly or by authorizing (and in some cases co-financing) 

external organizations. In either case, a public service is provided by an 

institution or organization referred to as a service provider. This is typically a 

public authority (if a service is provided directly by the government) or a private 

business organisation (if a service is provided by authorizing external 

organizations) (Todorovski, L. et al 2007A) 

More specifically and from the end-users point of view, a public service is a 

black-box that develops and delivers a product or service (Figure 2). 

 

Figure 2: Public Services from the user’s perspective 

 

Life events may be considered as entry points to these public services that 

are realized at the presentation level. As such, life events consist of a set of 

concrete services (Figure 3). 
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Figure 3: Life events and public services (user’s perspective) 

 

In order to clarify the differences between life events and public services, it 

is useful to work on an example like the one made by the sentence ‘I want to buy 

a new house’. This should be considered as a life event because: 

• It expresses an actual wish of a citizen  

• It requires an official public administration document (in our example an 

approved registration) in order to be fulfilled. If the citizen does not hold 

the relevant public service documentation which is in our case ‘’registering 

a new address’’ then the life event cannot be fulfilled. 

Similarly ‘registering a new address’ is a public service and not a life event 

because it does not reflect an actual need of the citizen. If the citizen in order to 

buy a new house was not obliged to acquire a registration for a new address then 

he would not have to execute that service. In other words the actual citizen’s 

need is to buy a new house and not to register for a new address. Thus ‘I want to 

buy a new house’ is a life event but ‘registering a new address’ is not. 

2.3 E-Government and Life Event Portals 

Government portals as one of the development trends of e-government 

programs have an important role in the provision of public services. They allow us 

to join or even integrate services that are in the competence of different public 

institutions into one single entry point via the Internet. The problem of course lies 

in the fact that the citizen only knows what he wants and not the way to 

accomplish this need. The solution to this problem is the development of services 

based on life-events. The government portal, which includes the system to help 

the user to identify and solve his life-event, is called a life-event portal (Leben, A. 

and Bohanec, M. 2003). 
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At this point it must be noted that e-Government portals can provide 

information of various kinds, both in terms of the amount and detail of provided 

information as well as its quality. Based on the kind of provided information, we 

can classify the portals into the two basic classes, passive and active (Vintar & 

Leben 2002).  

Passive e-Government portals help the user to identify his or her life event 

by organising them in taxonomy of administrative areas and topics. By browsing 

this space of topics and sub-topics, the user identifies their life event and finds a 

FAQ type of information about the set of public services needed to resolve it. In 

most cases, the information on individual public services is informal free-text 

extracted from relevant legal acts and typically includes information about who 

provides the necessary services, who is eligible for these services and what 

documents (application forms and/or support documents) are typically needed. 

Where available, the portal will provide links to appropriate e-services. However, 

this kind of information has limited user-scope (Todorovski, L. et al 2007A). On 

the other hand, active portals provide the user with a complete guide through the 

set of necessary public services (Vintar & Leben, 2002; Leben & Bohanec, 2004). 

The first phase of identifying a life event can be the same as for passive portals 

but the difference comes into play later, when the user has already identified the 

appropriate life event. First, the active portal performs an active dialogue with the 

user to identify all of the user’s circumstances that can influence the life-event 

resolution. Based on the dialogue, the active portal should provide the user with a 

list of public services tailored to his or her circumstances and needs (Todorovski, 

L. et al 2007A). 

  Despite all the effort made by the governments in order to provide 

integrated public services to the citizens and businesses at ‘one place’ and in ‘one 

go’ thus eliminating all the unnecessary waiting times and confusion the results 

have not been satisfactory. Recent studies (Tambouris, E., Vintar, M. and 

Tarabanis, K. 2006) suggest that the reasons are mainly two:  

 

1. Life-event portals are often passive (Leben, A., Kunstelj, M., Bohanec, M. 

2004). Life-events are usually presented as hierarchies of topics or lists. 

This is actually a one-way communication from the portal to the citizen. 

The citizen’s exact needs and circumstances are not considered by the 

portal. This causes frustration to citizens and prevents easy information 

discovery. Even when services are located, they still do not necessarily 

consider the extra needs and circumstances of the citizen.  
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2. “One-stop” portals do not in fact provide one-stop capabilities. Most 

governments offer some central point for accessing services, even if the 

portals themselves have no transactional capability. But if one-stop 

capabilities are missing, the whole idea of life-event portals is reduced to 

simple Web sites offering information. 

The results can be more efficient and solve the above problems by the use 

of an active life event portal. Such a portal is introduced by Leben, A. and 

Bohanec, M. (2003). The core system of such a portal is a knowledge-based 

system (Figure 4) which is a computer program that employs the relevant 

knowledge and is based on inference mechanisms to solve a given problem. The 

knowledge-based system in an active life-event portal (intelligent guide trough 

life-events) uses a pre-defined structure of a particular life-event to form an 

active dialog with the user. In this way, the user is an active partner in the 

overall process of identifying and solving his/her problem. 

 

 

Figure 4: Concepts of an active life-event portal (Leben, A. and Bohanec, M. 

2003) 

 

Another interesting review about active life-event portals is introduced by 

Vintar, M. and Leben, A. (2002). According to the authors an 'intelligent' user 

interface of an active life-event portal that employs corresponding knowledge-

management system should meet three objectives. The first goal is to select an 

adequate life-event. This could be achieved through a hierarchical structure of 

topics. This structure helps the user to identify the life-event that corresponds to 

his problem. Other instruments for selecting an adequate life-event are, for 

example, a search engine or alphabetical list of life-events with their brief 

descriptions. The second goal is to identify the processes needed to solve this life-

event. This could be achieved through a decision-making process, which is 

comprised in the structure of the life-event. This process results in a list of 



 16 

generic processes. The third aspect is to identify an adequate variant of each 

generic process in this list. This is also a decision-making process, where 

parameters needed to define a variant of process depend on the values of 

decisions. These parameters are, for example, different documents needed as 

supplements to the application form for particular process, and their 

corresponding guidelines. The list of procedures and corresponding documents 

and guidelines are called invoking parameters for e-service delivery. These e-

services can be presented as information, interaction or even transaction.  

2.4 Life Event Model 

 A model of a life-event (or LE model) is a formal description of the life 

event. There are four levels of abstraction identified for LE models as shown in 

Figure 5 (Todorovski, L. et al 2006). 

 

Figure 5: LE models at four levels of abstraction (Todorovski, L. et al 2006) 

 

 At the first (identification) level, the life-event model consists of a brief 

life-event description that should allow users to easily identify which life event 

corresponds to their current life situation. LE models at this level usually take the 

form of a free-text description. Besides this brief description, they also include 

further specifications that can make the process of user identification easier. 

Examples of these are the LE administrative area or topic (such as, taxes, 

healthcare and education) and the LE target audience. The GovML data 

vocabulary for life events (Tambouris, E. et al 2004b) is an example of a 
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comprehensive standard template for building LE models at this first identification 

level.  

LE models at the second (specification) level include information from the 

identification level as well as information about all the public services 

corresponding to the life event. Information about individual public services 

typically focuses on facts important to users that need to perform those public 

services. It typically includes a brief informal free-text description of the service, 

including information such as:  

• who is the service provider;  

• a list of documents that are necessary to request the service from the 

provider (i.e. application forms and support documents);  

• typical time needed to perform the service;  

• maximal time for performing the service as specified in relevant legal acts;  

• Cost of the public service and pointers to legal acts related to the service.  

The GovML data vocabulary for public services (Tambouris, E. et al 2004b) 

is a comprehensive standard template for building LE models at the specification 

level. LE models on the specification level contain enough information for 

establishing a passive eGovernment portal. They provide the user with a static list 

of public services (and links to their electronic counterparts where available) 

corresponding to the life event of interest. Afterwards, they provide a static list of 

application forms (and links to electronic versions where available) and support 

documents needed to trigger execution of each public service. However, 

specification level models cannot provide the user with an active guide through 

necessary services and documents. This is due to the fact that models on the 

specification level lack the formal declaration of different circumstances that can 

influence the resolution of the life event and therefore are unable to adapt to user 

specific needs and interests. 

 The aim of LE models at the third (interactive) level is to overcome the 

limitation of descriptive LE models and provide the basis for the development of 

active portals. In order to do this, LE models should be extended with information 

about all potential user circumstances that can influence the resolution of the life 

event. The influence is two fold. First, the list of public services needed to resolve 

a life event depends on user-specific circumstances. The second influence of user 

circumstances is on the list of support documents that have to be attached to an 

application form for initiating a public service execution. Thus, the interactive LE 

model covers all the possible user circumstances that can influence the resolution 

of a specific life event. It must be also noted that all this information is usually 

part of the LE models on the descriptive level as well, since they usually contain 
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pointers to relevant legal acts that specify all relevant circumstances. The main 

difference is however that this information is made formal and explicit in the LE 

models at the interactive level. That means that the active portal software can 

make use of this formal specification to query the user about relevant 

circumstances and use these responses to tailor the generic LE model to the 

specific user needs. This tailored LE model provides a guide for the user in terms 

of:  

• a time plan (or a graphical workflow model) that guides the user through 

the public services he or she needs and 

• A tailored list of support documents that the user has to attach to the 

application forms necessary to trigger those services. In the next section, 

we present a methodology for building generic LE models at the interactive 

level.  
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3. Methodology 

This chapter describes the methodology followed in this study in order to 

construct and validate a new life event model. This includes three main steps: 

• Step 1: Identify and present some of the existing life event portals 

• Step 2: Review existing life event models created by relevant literature 

approaches and 

• Step 3: Construct and validate a new model 

3.1 Identification and Presentation of Life-Event Portals 

 Life-Event based eGovernment portals are identified and presented by the 

following four step process. 

1. Identification of Life Event based eGovernment Portals. The portals 

identified are based to the following three categories: 

• Transnational level: The European portal Your Europe 

(http://ec.europa.eu/youreurope/). 

• National level: Portals mentioned as official national portals, 

provided from the ePractice.eu (http://www.epractice.eu) that is a 

service that merges the eGovernment Observatory with the good 

practice Framework. 

• Good Practice Portals: Portals found in literature (Tambouris, E. 

and Tarabanis, K. 2008E) that organize their services also around 

life events. 

2. Formation of a template (Figure 6). This template presents the basic 

elements of the portal. The id-portal is the consecutive number of the 

portal examined, url is a hyperlink of the portal, moto is the main logo of 

the portal that the creator uses at the home page, level describes 

whether this portal is transnational, national or local, country is the 

country of origin of the portal, list of life events are the basic life events 

that can be executed from the portal in order to provide electronic 

services to the citizen and finally the basic entities used for describing life 

events. 

Id-Portal  

URL  

Moto  
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Level  

Country  

List of life events  

Entities used for 

describing Life Events 

 

Figure 6: Template for describing life event portals 

 

3. Analysis of life event portals. According to the results derived from the 

first step of our methodology, we analyze the life event portals by using 

the Template presented in the second step. 

4. Creation of a table presenting the most frequently used life events and 

the main entities that describe the life events in the portals examined in 

step 3. 

 3.2 Review of existing Life Event Models 

 The review of existing life event models and approaches is based on the 

MSc thesis of Kaliva, E. 2008. The model and approaches found are further 

analyzed according to the following steps. 

1. Creation of a table presenting the literature review including relevant 

scientific papers, articles and reports. 

2. Description of the approach with the presentation of its background and 

model. 

3. Creation of a table with the main domain concepts of each approach and 

their main relationships.   

3.3 Construction and Validation of a new Life Event Model 

 The construction and validation of our life event models is based on the 

following steps. 

1. Using the table presenting the main entities that describe the life events in 

the portals from step 3.1.4 and the table presenting the main domain 

concepts and their main relationships from step 3.2.3, we construct our 

life event model. 

2. We validate our life event model through the life event example ‘I want to 

travel abroad’. Then, we apply our proposed model in an existing life event 

portal.  
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4. Life Event Portals 

4.1 Introduction 

In section 4 we follow the methodology presented in chapter 3.1. The 

results of the first step provided us with a number of eGovernment portals.  

• At the transactional level we examine the European Portal ‘Your 

Europe’.  

• At the national level we refer to the ePractice eGovernment 

factsheets (http://www.epractice.eu/en/factsheets/) that aim to 

provide an overall picture of the situation and progress of 

eGovernment in thirty-four (34) European countries (EU Member 

States, EU Candidate countries and EFTA countries). From the 

thirty-four portals: ten (10) are described in their native language 

and fifteen (15) are not organized into life events and so they are 

excluded from our study. Conclusively nine (9) national level 

eGovenment Portals are examined. 

• Moreover, we examine six (6) other eGovernment Portals in order 

to extend our study. Those portals are from countries and city 

councils that organize their services around life events. 

Finally, we conclude in a template presenting the main life Events 

according to their use of frequency and their main entities.  

4.2 List of Life Event Portals 

 In this section we provide the list of life event portals that were examined. 

SN PORTAL URL 

1 Your Europe (Europe) http://ec.europa.eu/youreurope/ 

2 HELP.gv.at (Austria) http://www.help.gv.at 

3 Portal Belgium BE (Belgium) http://www.belgium.be 

4 Suomi.fi (Finland) http://www.suomi.fi 

5 Ermis.gov (Greece) http://www.ermis.gov.gr 

6 Hungary.hu (Hungary) http://www.magyarorszag.hu/ 

7 Citizens Information (Ireland) http://www.citizensinformation.ie 

8 e-Uprava Portal (Slovenia) http://e-uprava.gov.si 

9 Sverige.se (Sweden) http://www.sweden.se/ 

10 The Swiss Portal (Switzerland) http://www.ch.ch 

11 Australia (Australia) http://www.australia.gov.au 

12 New South Wales (Australia) http://www.nsw.gov.au/ 

13 Service Canada (Canada) http://www.servicecanada.gc.ca 

14 Ontario (Canada) http://www.ontario.ca 

15 Dubai eGovernment Portal (Dubai) http://www.dubai.ae 
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16 Salford (UK) http://www.salford.gov.uk 

 

Table 1: Life event based eGovernment Portals 

4.3 Description of Life-Event Portals  

 In this section we thoroughly describe the life event portals, following the 

sequence of the list in section 4.2. 

4.3.1 Your Europe Portal 

 Your Europe portal gives individuals and businesses practical information 

on their rights and opportunities in the EU. It focuses on real-life, cross-border 

situations, e.g. European citizens wishing to work or study in another EU country. 

The information provided is divided in two areas: Citizens and Business. 

Each area presents specific information of interest to Citizens or Businesses. The 

user of the portal can access information for each area by selecting the 

corresponding coloured tab from the top of the left menu. For example, 

information to citizens is provided according to life situations such as living, 

working, travelling, education etc. (Figure 7).  

 

Figure 7: Citizens’ life situations in ‘Your Europe’ Portal 

  

Each insight of the specific life situation is associated with relevant 

services or life events. An example is shown in Figure 8 where the ‘Opening a 

bank account’ life event is presented. 
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Figure 8: The ‘Opening a bank account’ life event in Your Europe Portal 

  

The life event is presented by its title, information about the related 

community law, reference documents, related links and information about how 

this life event is executed in specific European countries. 

 

Id-Portal 1 

URL http://ec.europa.eu/youreurope 

Moto None 

Level Transanational 

Country European Union 

List of life events Presented in Appendix A 

Entities used for 

describing Life Events 

Title, Law, Reference Documents, Related Links 

to additional information 

 

4.3.2 Help.gv.at Portal 
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HELP.gv.at is a government agency help site on the Internet that offers 

the necessary information for living and working in Austria. Currently, many 

connecting links are available in German so we will try to analyze only the English 

part of this portal.  

The English part of the Help.gv.at portal is analyzed in topics from A-Z. 

The topics are presented in Figure 9. 

 

Figure 9: Topics from A-Z in Help.gv.at Portal 

  

The portal is tailored to citizen's needs, being designed around different 

'life situations' like birth, marriage, passports, death, rather than around 

administrative structures. HELP provides Austrian citizens and residents with a 

single point of entry to detailed information about public services and 

administrative procedures. Even though the term life event is not used, the life 

situations presented can easily represent life events. An example of the 

‘Conversion of a Foreign Driving Licence’ life event is presented in Figure 10. 
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Figure 10: Life event example in Help.gv.at Portal 

  

As shown in the figure above the life event is presented by its title, a brief 

description, the responsible authority to execute the life event, documents to be 

presented and fees need to be paid. 

 

Id-Portal 2 

URL http://www.help.gv.at 

Moto Your aid for official channels in Austria 

Level National 

Country Austria 

List of life events Presented in Appendix A 

Entities used for 

describing Life Events 

Title, Description, Responsible Authority Required 

Documents, Fees, Tips 

 

4.3.3 Belgium.be Portal 

The federal portal www.belgium.be was first launched in November 2002. 

Originally, it was both the institutional site of the Federal Government and an 

eGovernment portal providing a single and multilingual entry point to information 

and services provided by the Federal Government to citizens, businesses and civil 

servants.  



 26 

A new version of the portal has been released in May 2008, following a 

two-year preparatory work. The new portal results from a thorough review of the 

entire system, which was aimed at simplifying the way citizens and businesses 

communicate and interact with the Administration. The information is displayed in 

a more user-friendly manner according to the main life-events of both citizens 

and companies. Apart from this new user-centric presentation, a powerful search 

engine allows performing searches not only within the portal, but also in the 

whole web. 

The detailed information featured stretches from all possible 

administrative procedures for citizens and businesses, an address repository for 

contacting public authorities from all levels of government to the websites of all 

Belgian public bodies, the latest news and publications of interest for the public, 

as well as videos and a calendar of events. 

 Life events are organized into thematic areas like family, justice, mobility, 

health etc. as shown in Figure 11. 

 

Figure 11: Thematic areas in Belgium.be Portal 

  

Each insight into a specific life event is associated with a title of the 

selected life event, a detailed description of the procedure in order to execute the 

life event, useful links leading to Public Administration web pages of similar 

contents and forms required. An example of the ‘Buying or selling a home’ life 

event is presented in Figure 12. 
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Figure 12: ‘Buying or selling a home’ life event in Belgium.be Portal 

 

Id-Portal 3 

URL http://www.belgium.be 

Moto No Moto 

Level National 

Country Belgium 

List of life events Presented in Appendix A 

Entities used for 

describing Life Events 

Title, Description, Addresses and Websites, 

Forms 

 

4.3.4 Suomi.fi Portal 

Suomi.fi portal is aimed to ease the discovery of public services. It offers 

news and information about the public administration that is relevant to the daily 

life of citizens. The system is maintained by an editorial team at the Ministry of 

Finance in Finland. The main bulk of the original Suomi.fi portal content is a large 

link collection that is grouped into a taxonomy of fourteen (14) main subject 

areas of interest, such as ‘Housing and construction’, ‘Families and social 

services’, ‘Law and legal protection’ etc. Figure 13 depicts the subject page of the 

suomi.fi portal. 
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Figure 13: The subject page of the suomi.fi portal 

 

The taxonomy consists of two levels of links leading to web sites and 

information pages maintained by various public services, ministries, and other 

governmental agencies. The links are annotated with a brief textual description of 

their content and with a set of keywords to help finding links with keyword 

search. By selecting a category, information and links related to it are shown, as 

well as a set of subcategory links to browse the directory further. Although the 

life event term is not used in this portal there are certain life situations presented 

that can represent a specific life event. 

Another key issue in the suomi.fi portal is the selection of forms and online 

services from both state and local authorities. E-services and forms section of the 

portal is depicted in Figure 14.  

 



 29 

 

Figure 14: The E-Services and forms section of the suomi.fi portal 

 

This section of the portal is structured according to several forms and e-

services provided by central government and local authorities. Each organisation 

has chosen its most important forms to be included in Suomi.fi. The citizens 

according to their needs may choose a life event situation and also by using the 

‘My eServices’ section of the portal can save web forms and use their data again 

later when filling other forms. 

 

Id-Portal 4 

URL http://www.suomi.fi 

Moto One address for public services 

Level National 

Country Finland 

List of life events Presented in Appendix A 
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Entities used for 

describing Life Events 

Title, Description, Links to Public Services, Links 

to Public Administration Agencies, Forms 

 

4.3.5 Ermis.gov Portal 

The National Portal of Public Administration ‘Hermes’ (www.ermis.gov.gr) 

is the Governmental Portal of Public Administration aiming to inform citizens and 

businesses, and ensure the safe use of e-government services through digital 

certificates established and operated for first time. The portal will be linked to all 

Citizen Service Centres (KEP) and will have modern technological infrastructures 

for the interoperability between computer systems of public services and the safe 

use of public information. The Hermes portal provides 100 online services and 11 

complete transactions. 

The home page offers the possibility to browse services by topic and 

according to users’ category (citizens vs. enterprises), but also offers the 

possibility to select a specific life event from the section called ‘My needs’ as 

shown in Figure 15.  
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Figure 15: ‘My needs’ section of Ermis.gov Portal 

  

Each insight into a specific life event is associated with a title of the 

selected life event, a brief description, links to the relevant public service or 

services needed to be performed, links to general information about the life event 

and finally links to existing announcements made about the life event. An 

example of the ‘Getting Married’ life event is presented in Figure 16. 
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Figure 16: ‘Getting Married’ life event in Ermis.gov Portal 

  

As shown in the Figure above the ‘Getting Married’ life event is presented 

with its Title, description and two services needed to be performed, one for civil 

refugees and one for foreigners. 

 

Id-Portal 5 

URL http://www.ermis.gov.gr 

Moto 24 Hour public service 

Level National 

Country Greece 

List of life events Presented in Appendix A 

Entities used for 

describing Life Events 

Title, Description, Links to Public Services, Links 

to Information, Links to Announcements 

 

4.3.6 Magyaroeszag.hu Portal 

Hungary's eGovernment portal, Magyarorszag.hu (Hungary.hu) was 

launched in September 2003 in replacement of the former eKormanyzat.hu 

(eGovernment.hu). It is at the same time an institutional portal and a services 

platform. It generates and summarises contents from 46 government web-sites. 

 In this portal life events are characterized as key events in life. Those are 

categorized by topics (Family, Education, Health etc.) and also by an A-Z list 

(Figure 17).  
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Figure 17: Key events in Life by topic in Magyarorszag.hu Portal 

 

Its topic includes a list of life situations that sometimes respond to life 

events. Each life event is presented by its Title, a brief Description, related 

content and the procedure of the life event. Sometimes there is information about 

the cost and the rules concerning the life event. An example of the ‘Divorce 

action’ life event is presented in Figure 18. 

 

Figure 18: ‘Divorce action’ life event in Magyarorszag.hu Portal 

  

Id-Portal 6 

URL http://www.magyarorszag.hu 

Moto No Moto 

Level National 

Country Hungary 



 34 

List of life events Presented in Appendix A 

Entities used for 

describing Life Events 

Title, Description, Related Content, Cost, Rules 

  

4.3.7 Citizens Information Portal 

  Citizens Information Portal  is an eGoverment website in Ireland which 

was developed and is maintained by the Citizens Information Board. The Citizens 

Information Board is the statutory body which supports the provision of 

information, advice and advocacy on a broad range of public and social services. 

The subjects covered are divided into 14 categories, representing life 

events and activities and allowing users to readily access the topic relevant to 

them. Sourced from a wide variety of service providers and agencies, the 

information is backed up by case studies, supporting documentation and 

downloadable forms. The website provides guidance on a wide range of subjects, 

including employment rights, buying a home, moving abroad and education. 

 Life events are sorted by alphabetical order. Each one is presented by the 

title, information about the life event, rules attached to the life event, rates for 

the relevant documents, links to documents that have to be acquired in order to 

execute the life event and sometimes contact information for the relevant 

government agency. An example of the ‘Registering the birth of your baby’ life 

event is given in Figure 19. 

 

 

Figure 19: Life event example in Citizens Information portal 

 

Id-Portal 7 

URL http://www.citizensinformation.ie 

Moto Public Service Information 

Level National 
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Country Ireland 

List of life events Presented in Appendix A 

Entities used for 

describing Life Events 

Title, Information, Rules, Rates, Documents, 

Contact Information 

 

4.3.8 E-uprava.gov.si Portal 

The State Portal of the Republic of Slovenia is a helpful tool to all the 

visitors interested in gaining general knowledge on Slovenia, information 

concerning public administration as well as those concerning private sector. 

In this portal the information is organized according to life events, thus 

enabling users to acquire the desired information more rapidly. Life events are 

firstly separated in life events for individuals and life events for businesses and 

secondly are categorized by life situations (Figure 20).  

 

Figure 20: Life events as presented in State Portal of the Republic of Slovenia 

 

Each insight into specific life situations of citizens and businesses is 

associated with a title of the selected life event, a detailed description and useful 

links leading to Public Administration web pages of similar contents. In some 

cases the portal includes a section of Frequently Asked Questions. An example of 

the ‘I want to obtain a divorce’ life event is presented in Figure 21. 
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Figure 21: ‘I want to obtain a divorce’ life event in E-uprava Portal 

   

Id-Portal 8 

URL http://e-uprava.gov.si 

Moto State Portal of the Republic of Slovenia 

Level National 

Country Slovenia 

List of life events Presented in Appendix A 

Entities used for 

describing Life Events 

Title, Description, Legal Sources, Useful Links, 

Related FAQ 

 

4.3.9 Sverige.se Portal 

Launched in October 2004, the ‘Sverige.se’ portal replaced the website 

‘SverigeDirekt.se’. While SverigeDirekt was merely a directory of public agencies, 

the ‘Sverige.se’ was intentions-based. However, it was not intended to become a 

single entry point to the public sector but to serve as an orientation portal; a 

starting point for people looking for public sector information and services. 

‘Sverige.se’ provides links to:  

• online services (e.g. national registration certificates, comparing telephony 

prices or sending in income tax returns); 

• information and services in specific areas (e.g. work, family and pension 

planning); 

• links to and address details of municipalities, county councils, the 

Parliament, the Government, social insurance offices, universities, the EU 

and other public sector organisations; 

• a search engine covering all websites of the Swedish public sector 
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The portal is partly organized into life-events. The term life event is not used 

but some of the facts mentioned on the portal can be considered as life events. 

An example is the ‘Working in Sweden’ life event that is divided in four life 

events: Get a job, get a permit, moving to Sweden, and arrive to Sweden. If we 

get an insight of the ‘Get a permit’ life event (Figure 22) we can see that it is 

presented with its Title, a brief description, a process overview, with 

downloadable application forms and links to public service agencies. 

 

Figure 22: ‘Get a permit’ life event in Sverige.se Portal 

 

Id-Portal 9 

URL http://www.sweden.se 

Moto The Official Gateway to Sweden 

Level National 

Country Sweden 

List of life events Presented in Appendix A 

Entities used for Title, Description, Process Overview, Application 
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describing Life Events Forms, Links To Public Administration Agencies 

 

4.3.10 The Swiss Portal 

Sub-divided according to target groups, www.ch.ch provides subject-based 

access, via a single interface, to the entire information and services offering of 

the Confederation, cantons and municipalities. In total, the portal provides access 

to about 3,700 websites in five languages (German, French, Italian, Rhaeto-

Romanic and English) and has links to about 220,000 pages on the Internet. 

Life events are presented through ‘Your life’ section of the portal (Figure 

23). They are organized by life stages and by topics. 

 

Figure 23: ‘Your Life’ section of the Swiss Portal 

  

All life event insights are not presented in the same way, but are 

associated with a title, a description and sometimes with links to the federal 

agencies or to brochures that describe the execution procedure of the specific life 

event. An example is given by the ‘Moving Home’ life event presentation in Figure 

24. 
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Figure 24: ‘Moving home’ life event in Swiss Portal 

 

Id-Portal 10 

URL http://www.ch.ch 

Moto The Swiss Portal 

Level National 

Country Switzerland 

List of life events Presented in Appendix A 

Entities used for 

describing Life Events 

Title, Description, Links To Public Administration 

Agencies, Links to Further Information 

 

4.3.11 Australia.gov.au Portal 

 Australia.gov.au is the official governmental portal of Australian 

government. Its enhanced search service will make it easier for the citizens to 

find information from all tiers of Australian government. The portal is organized 
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into life-events. The life-event section is provided from the home page of the 

portal. There are ten basic life-events presented (Figure 25).  

 

Figure 25: Life Events in Australia.gov.au Portal 

 

Each life event might be divided in other life-events. Each life event is 

associated with links either to the relevant public administration agency or to 

certain States of Australia where this life event might be executed. An example of 

the ‘Getting Married’ Life Event is presented in Figure 26.  

 

Figure 26: ‘Getting Married’ Life Event in Australia.gov.au 
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Id-Portal 11 

URL http://www.australia.gov.au 

Moto Your Connection With Government 

Level National 

Country Australia 

List of life events Presented in Appendix A 

Entities used for 

describing Life Events 

Title, Links to Agencies, Links to other Portals 

 

4.3.12 New South Wales Portal 

The New South Wales (NSW) Portal has been created by the NSW 

Government in order to deliver the best possible services to the people of NSW. It 

sets strong targets for better service delivery across the public sector in NSW. 

The priorities in the State Plan are a result of extensive consultation with the 

community, business and stakeholder groups. More than 3,500 groups and 

individuals have provided their views and local knowledge in the development of 

this Plan.  

 The NSW Portal is completely organized in terms of life events. The Home 

page of the portal offers a Life Event link. By clicking there the citizen can be 

easily navigated to a list of life events in order to identify the one that represent 

his needs. Figure 27 illustrates the Life Event section of the portal. 
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Figure 27: The NSW Portal Life event section 

  

In this section Life Events are categorized by life situations. Its life event 

includes a number of links that derive from a custom Google search that the 

portal provides. An example is presented in Figure 28 that presents the ‘Getting a 

Divorce’ life event. These links lead to the relevant public administration agency 

and provides to the citizen information of how to execute the life event of his 

interest. 
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Figure 28: ‘Getting a Divorce’ life event in NSW Portal 

 

Id-Portal 12 

URL http://www.nsw.gov.au/ 

Moto Investing In A Better Future 

Level Local 

Country Australia 

List of life events Presented in Appendix A 

Entities used for 

describing Life Events 

Links to Documents, Links to Public 

Administration Agencies 

 

4.3.13 Service Canada Portal 

Service Canada was created in 2005 to improve the delivery of 

government programs and services to Canadians, by making access to them 

faster, easier, and more convenient. 
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Service Canada offers single-window access to a wide range of 

Government of Canada programs and services for citizens through more than 600 

points of service located across the country, call centres, and the Internet. 

The home page of the portal provides information about the services that 

a citizen might require, information that is organized around life events, by 

subject and by A-Z index. More specifically, the portal provides a list of life events 

as shown in the Figure 29 below. 

 

Figure 29: List of life events in Service Canada 

 

Each link provides information for the specific life-event. This includes a 

short description of the life-event, a step-by-step presentation of the services 

needed in order to perform the certain life event and also links to the relevant 

public agencies with service documents and forms attached. An example is given 

in the following Figure 30 which presents the ‘getting divorced’ life event as it is 

provided from the portal. 
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Figure 30: ‘Getting divorced’ life-event at the Service Canada portal 

 

Id-Portal 13 

URL www.servicecanada.gc.ca 

Moto Service Canada – People serving people 

Level National 

Country Canada 

List of life events Presented in Appendix A  

 

Entities used for describing 

Life Events 

Title, Description, Links to Public Services, 

Links to Further Information, Links to Public 

Administration Agencies,  Law, Legal Help  

 

4.3.14 Ontario Life Event Portal 
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 The Ontario Life Event Portal is categorized by communities (residents, 

businesses and visitors). Residents that concern our study are categorized in 

groups sometimes according to what life stage they belong (e.g. Senior) or due to 

their marital status. There is also a life event section in the portal as shown in 

Figure 31. 

 

Figure 31: Life event section of the Ontario Portal 

 

Each insight into specific life situations of residents is associated with a 

title of the selected life event, a brief description of the life event, useful links 

leading to Public Administration web pages of similar contents and sometimes to 

relevant documents required so that the life event can be executed. An example 

of the ‘Getting Married’ Life Event is presented in Figure 32. 

 

Figure 32: ‘Getting Married’ life event in Ontario Portal 
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Id-Portal 14 

URL http://www.ontario.ca 

Moto None 

Level Local 

Country Canada 

List of life events Presented in Appendix A 

Entities used for 

describing Life Events 

Title, Description, Links to Documents, Links to 

Public Administration Agencies 

 

4.3.15 Dubai eGovernment Portal 

 Dubai eGovernment refers to Dubai Government’s use of Information and 

Communication Technology (ICT) to provide government services to citizens, 

residents and visitors (G2C), to businesses (G2B), to other government entities 

(G2G) and to government employees (G2E); using multiple channels, in line with 

its vision of easing the lives of people and businesses interacting with the 

Government.  

 Dubai eGovernment Portal provides categorized information using the 

concept of life events. It distinguishes life events for citizens/residents, for 

businesses and for visitors. In each category we can find life events that are 

described through their title, a brief description of the life event, a description of 

the procedure that has to be followed in order to execute the life event 

successfully and useful links leading to Public Administration web pages of similar 

contents. An example of the ‘Obtaining a Driving Licence and Renewal’ life event 

is presented in Figure 33. 
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Figure 33: ‘Obtaining a Driving License and Renewal’ life event in Dubai Portal 

 

Id-Portal 15 

URL http://www.dubai.ae 

Moto Together To Ease Your Life 

Level National 

Country Dubai 

List of life events Presented in Appendix A 

Entities used for 

describing Life Events 

Title, Description, Procedure, Links to other Life 

Events, Links to further information, Links to 

Public Services  

 

 

4.3.16 Salford City Portal 

 The Salford City Portal is tailored to citizen’s needs being organized around 

the following categories: 

• Living 

• Learning  

• Leisure 

• Business 
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• Online Services 

• Your Council 

The life event section can be reached by the living category (Figure 34). It 

contains sixteen (16) life events in total.  

 

Figure 34: Life Event section in Salford City Portal 

  

Each life event is presented by its title, a brief description and contact 

information. Sometimes, when it is required by the life event, the portal provides 

the Documents needed in order to execute the life event, information about Fees 

to be paid, legal requirements and links to the relevant Public Administration 

Agencies. An example of the ‘Getting Married’ life event is presented in Figure 35.  
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Figure 35: ‘Getting Married’ life event in Salford City Portal 

 

Id-Portal 16 

URL http://www.salford.gov.uk 

Moto None 

Level Local 

Country United Kingdom 

List of life events Presented in Appendix A  

 

Entities used for describing 

Life Events 

Title, Description, Contact Information, 

Documents, Fees, Legal Requirements, 

Links to Public Administration Agencies  

 

4.4 List of main Life Events 

In this section we provide a list of the main life events found and the 

frequency that those appear in the examined Portals. The list of all life events 

found is presented in Appendix A.  

Life event Frequency 

Having a Baby 16 

Getting Married 14 

Getting Divorced 11 
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Studying 10 

Dying 8 

Retiring 7 

Bying property 6 

Adoption 5 

Loosing a job 4 

Table 2: List of main life events 

4.5 Main entities used for describing Life Events 

 In each portal we presented the main entities used for describing Life 

Events. Table 3 presents a brief outline of each portal and its main entities. 

 

Portal_ID Portal Main Entities 

1 

Your Europe Portal 
(Europe) 

Title, Law, Reference Documents, Related 
Links to additional information 

2 
HELP.gv.at (Austria) 

Title, Description, Responsible Authority, 
Required Documents, Fees, Tips 

3 
Portal Belgium BE 

(Belgium) 
Title, Description, Addresses and 
Websites, Forms 

4 
Suomi.fi (Finland) 

Title, Description, Links to Public Services, 
Links to Public Administration Agencies, 
Forms 

5 
Ermis.gov (Greece) 

Title, Description, Links to Public Services, 
Links to Information, Links to 
Announcements 

6 
Hungary.hu 
(Hungary) 

Title, Description, Related Content, Cost, 
Rules 

7 
Citizens Information 

(Ireland) 

Title, Information, Rules, Rates, 
Documents, Contact Information 

8 
e-Uprava Portal 

(Slovenia) 
Title, Description, Legal Sources, Useful 
Links, Related FAQ 

9 
Sverige.se (Sweden) 

Title, Description, Process Overview, 
Application Forms, Links To Public 
Administration Agencies 

10 

The Swiss Portal 
(Switzerland) 

Title, Description, Links To Public 
Administration Agencies, Links to Further 
Information 

11 
Australia (Australia) 

Title, Links to Agencies, Links to other 
Portals 

12 
New South Wales 

(Australia) 

Links to Documents, Links to Public 
Administration Agencies 

13 

Service Canada 
(Canada) 

Title, Description, Links to Public Services, 
Links to Further Information, Links to 
Public Administration Agencies,  Law, 
Legal Help  

14 
Ontario (Canada) 

Title, Description, Links to Documents, 
Links to Public Administration Agencies 

15 

Dubai eGovernment 
Portal (Dubai) 

Title, Description, Procedure, Links to 
other Life Events, Links to further 
information, Links to Public Services  
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16 

Salford (UK) 

Title, Description, Contact Information, 
Documents, Fees, Legal Requirements, 
Links to Public Administration Agencies  

 

Table 3: Portals and their main entities for describing Life Events 
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5. Life Event Models 

5.1 Introduction 

In section 4 we follow the methodology described in chapter 2.2. Eight 

approaches are reviewed, most of them developed under relevant projects. The 

approaches are:  

• OneStopGov Project Approach 

• Access-eGov Project Approach 

• Pledge Project Approach 

• E-Gov Public Services Approach 

• Governance Enterprise Architecture Approach 

• OntoGov Project Approach 

• Web Digital Government Project Approach 

• The DIP Project Approach 

From the above eight approaches only the fist four include an explicit 

description of the life event concept while the other four present their models by 

using concepts that can clearly represent a life event based model. 

5.2 Presentation of approaches 

5.2.1 List of the approaches and articles 

The approaches and their relevant articles are presented in Table 4. 

Approach Articles 

OneStopGov Project Approach 

[36], [40], [50], [54], [55], 

[56] 

Access-eGov Project Approach 
[1], [2], [3], [9], [10], [11], 

[12], [48], [59] 

Pledge Project Approach [5], [32] 

E-Gov Public Services Approach [46], [64]  

Governance Enterprise Architecture  

Approach 

[14], [25], [26], [27], [28] 

[29], [31], [47] 

OntoGov Project Approach [34], [43], [51] 

Web Digital Government Project 

Approach [20], [21] 

The DIP Project Approach [6], [7], [13], [63] [49] 

Table 4: Relevant approaches and articles 
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5.2.2 The OneStopGov Approach 

Background 

 OneStopGovGov was a thirty six month EU-funded research and 

development project that aimed at specifying, developing and evaluating a life-

event oriented, all-inclusive, integrated, interoperable platform for online one-

stop government (The OneStopGov Project: http://www.onestopgov-

project.org/). The One-Stop Gov platform is based on a number of scientific and 

technological innovations. More specifically the OneStopGov project presented the 

following: 

• Life-event ontology in order to enable proper representation of the life-

event concept.  

• An active life-event portal to care for citizens’ needs and circumstances. 

• A complete set of life-event reference models in order to allow 

implementing virtually any life-event.  

• The usage of generic workflows Web technologies in the implementation of 

these reference models.  

The OneStopGov platform and framework was deployed in three new Member 

States (Slovenia, Hungary and Poland). The platform was used for modelling, 

implementing and deploying 12 life-events. 

Model Presentation 

 Based on the relevant literature, five basic entities were identified for the 

OneStopGov ontology (Figure 36) (Todorovski, L. 2007C). 

• life event 

• public service 

• document (input and output) 

• citizen, as the main actor or user 

• user profile 

 

Figure 36: The main OneStopGov entities 

 

 The next step in order to present life-event ontology was to connect these 

five basic entities as shown in Figure 37.  
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Figure 37: OneStopGov main entities connection (Todorovski, L. 2007C) 

  

The above figure can textually be described as follows. A citizen faces a 

life event. A single life event is composed of one or more public services. Public 

services require documents as input. A citizen, in the OneStopGov environment, 

can have a profile. This profile can serve as an input to information that might be 

required for the execution of one or more public services. Using the profile we can 

avoid citizens being asked for duplicate information during a life event execution. 

Furthermore, based on the citizen’s profile the OneStopGov engine will be able to 

trigger the appropriate public services. 

 Moreover, the OneStopGov project presented a platform for online one-

stop government that is accompanied by a coherent framework for realising and 

exploiting online one-stop government at all levels. This attempt is depicted in 

Figure 38. 

 

Figure 38: OneStopGov model 

  

According to the above model, a Life Event is composed of Public Services 

that are provided by Public Authorities. Public Services require Documents that 
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are inputs whereas both Life Events and Public Services depend on citizens’ 

Circumstances. 

 Moreover, OneStopGov Project presented a life event ontology shown in 

Figure 39 (Trohidis, I. et al 2008). 

 

Figure 39: OneStopGov Life-Event Ontology (Trohidis, I. et al 2008) 

 

According to the above model a citizen faces life-events. Each life-event 

consists of one or more public services. Each public service receives input and 

produces output. The input can be either an official document produced by the 

Public Administration or an object not produced by the Public Administration. The 

output of a public service is always an official Public Administration (PA) 

document.  

In addition, a public service has rules stated in the relevant laws and 

regulations. The rules define the input and output and the internal logic of the 

service.  

Finally, a citizen has a profile that contains information. When a citizen 

invokes a service, this information may be checked against the service’s rules. 

 

5.2.3 The Access-eGOV Approach 

Background 

Access-eGov was a thirty-six-month EU-funded research and development 

project that aims to develop and validate a platform for composition of 

government services into complex process definitions (covering life 

events/business episodes) enabling semantic interoperability of particular e-

Government services (The Access-eGov Project: http://www.accessegov.org/). 
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By employing semantic technologies, the Access-eGov project supports 

semantic interoperability among e-government services across organisational, 

regional and linguistic borders. For service providers (on all levels of public 

administration - local, regional, national, and European) Access-eGov enables 

introduction of a (new) e-service to the world of e-government interoperability in 

an easy way. The government service registered in the Access-eGov may be 

localised, contracted and used automatically through agents and other IT 

components.  

For citizens and business users the Access-eGov will provide two basic 

categories of services. Firstly, it provides a meta-service – depending on the 

needs and context of the user Access-eGov will find/ identify traditional and/or e-

government services relevant to the given life event or business episode. 

Secondly, once the relevant services are found, Access-eGov generates a 

scenario consisting of elementary government services. Usually these scenarios 

will be of “hybrid” nature – i.e. combination of elementary traditional and e-

services - realisation of which leads to a requested outcome (e.g. to get a new 

driving license, if you lost both your ID and the old driving license etc.). At the 

realisation of the scenario a virtual personal assistant guides the user through 

each step of the scenario. 

 

Model Presentation 

Access-eGov is built on peer-to-peer and service-oriented architecture, 

addressing the semantic issues through ontology-guided mark-up of local e-

government service interfaces. Component-based security infrastructure provides 

a complete portfolio of necessary security services (authentication, authorisation, 

attribute management, access control, data protection, auditing) that are 

accessible through web service interfaces. 

The main concepts defined in the Access-eGov approach are (Tomasek, M. 

et al 2006): 

 

• Life event 

• Goal 

• Service 

• Service Profile 

• Generic scenario 
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A logical data view on Access-eGov is depicted in Figure 40 (Bednar Peter et 

al 2006). 

 

 

Figure 40: Logical data view on Access-eGov 

 

A life event denotes a specific situation (i.e. event) in the life of citizen 

that requires a series of public services to be performed.  Life events can be 

categorized into groups and may be organized in multiple hierarchies. Using the 

AeG Personal Assistant portal site, the user may “browse” or navigate through life 

event categories in order to select the appropriate life event. 

A life event may be assigned multiple goals, which will formalize user 

needs. Life event’s goals can have specified optional preconditions, which allow 

users to customize their specific life event. Preconditions are specified as logical 

expressions with input variables provided either explicitly by the user or from the 

user profile (preconditions are not dependent on service invocation). More 

complex life events can organize goals with more complex workflow models 

specified as generic scenarios. 

Goal specifies those objectives that client might have when consulting a 

service, including functionalities that the service should provide from the user’s 

perspective. Goals formalize user needs by specifying the requested outputs and 
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effects. This is declared in the same way as service functional properties. Goals 

are only logically matched against service’s capability, but the data structures are 

completely independent from one another. They are not directly connected to 

service- and user-related data. 

Service is an atomic activity provided by an atomic activity provided by a 

public administration. It can be either electronic or traditional. 

Service profile specifies what the service does provide from user’s 

perspective and is used by the public administration to advertise services. Service 

profile consists of non-functional and functional properties. Functional properties 

describe inputs, outputs, preconditions and effects of the service (IOPEs). They 

are specified as logical expressions, which consist of terms constraining type and 

property values of various resources required for or provided by the services. 

Types used to specify functional properties are defined in the domain specific 

resource ontologies. Non-functional properties describe semi-structured 

information intended for requesters for service discovery, e.g. service name, 

description, information about the service provider and properties which 

incorporate further requirements for service capability (e.g. traditional office 

hours and office location, quality-of-service, security, trust, etc.). Structured non-

functional properties are specified by domain specific ontologies (i.e. organization 

structure of the service provider) and general (e-government independent) 

ontologies (i.e. types used to describe quality-of-service, security or trust). 

Generic scenario is resolved to a scenario process model that is 

represented as a collection of activities designed to produce a specific output for a 

particular requester, based on a specific input. In that sense, activity is a function 

or a task that is carried out over time and has recognizable results. 

From the above description of the Access-eGov approach is clear that the 

main entity of this model is Life Event which practically consists of goals that 

require certain properties. These properties are included in services that are in 

fact atomic activities provided by public administrations. On the other hand if life 

events are more complex they can organize goals with more complex workflow 

models specified as generic scenarios. 

 

5.2.4 The Pledge Project approach 

Background 

 This approach proposes a public administration platform that takes 

advantage of resources derived from the use of Semantics and from the use of 

Life Events. Its main goal is to introduce an ontology-based support to facilitate 

tasks related to services locating. The usage of the life event concept also offers 
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several advances: the services are defined in a more user friendly manner, are 

characterized by a uniform mechanism and semantic annotation new tools 

provide easier localization.  

Model presentation 

 The major concept of the model is the life event entity. The project after 

taking into account the former definition of Life Events, it establishes a semantic 

based definition for Life Events. This kind of definition of Life Events includes the 

following items (Corradini, F. et al 2007): 

• Task: Title for the considered operation.  

• Description: High level description of the desired operation expressed in 

natural terms from the point of view of the citizen. 

• Input Document: The documents that the citizen is requested to provide in 

order to invoke the operation. 

• Output Document: The documents that the public administration in charge 

provides as a result of any performed operation. This output will vary its 

content from the expected document to information about the failure to 

get the expected document. 

• Scope: The scope of the operation (local, national, international etc.) 

where we want the operation to be recognized. 

• Security Conditions: The conditions for the security mechanism involved 

during the whole process.  

• Cost: The amount that a citizen has to pay for the requested operation 

and/or also the time it will take for the completion of the operation. 

• Version: The tracking of Life Events modifications and changes from one 

version to another. 

In order to transform common services into LE, expressed in the proposed 

terms, the Pledge project approach follows the following methodology and its 

schema is depicted in Figure 41 (Corradini, F. et al 2007):  
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Figure 41: Schema for the definition of LE 

 

The above schema is presented by the following six steps: 

1. Identify the problem and dealing features as PAs involved. 

2. Decompose the problem into different problems that may be solved in a 

single step, i.e., each step must produce as output a document meaningful for 

the citizen.  

3. For each identified sub process, look for the input documents, scope and 

cost. These ones must be expressed in terms of the LE ontology. 

4. Identify internal partial aims for citizens and PAs. These steps usually 

involve internal documents. They can be meaningless for the citizen but 

relevant for the administration. 

5. Identify possible documents as possible final steps of the operation. 

6. Update all services and agents that may be aware of the new service. 

Once all this information has been gathered and codified properly, it can be 

presented to the end user. 

 Following the aforementioned schema the approach was extended into the 

life-event ontology. The ontology is depicted in Figure 42 (Corradini, F. et al 

2007). 
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Figure 42: The life-event ontology 

 

 According to life-event ontology each life event is supported by a public 

administration office that issues documents and rules geographic regions. Citizens 

own the documents that last for specific time. Furthermore, life events demand 

and generate documents, last specific time and are defined by laws. 

 

5.2.5 The E-Gov Public Services Ontology 

Background 

 The study of Vassilakis, C. and Lepouras, G. (2006) presented an ontology 

for e-government services, covering various aspects of services, including 

administrative responsibility, meta-data, involved documents and legislation. 

Model Presentation 

 The main concepts presented in the examined ontology are: 

• Service: A means offered to the public for conducting business with the 

government 

• Service consumer: A citizen or enterprise that is a potential user of a 

service 

• Organisation: A governmental division that is responsible for defining 

and/or offering services to service consumers  

• Service implementation: A concrete form of a service, offered by an 

organisation and made available to service consumers 
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• Legislation: Any type of official document or practice that regulates the 

operation of services 

• Form: An instrument through which a service consumer requests a 

service, typically by provision of field values and submission 

• Document: An official certificate issued by services 

• Life-event: An incident for a service consumer that necessitates the use of 

a number of services 

Figure 43 illustrates the above concepts. 

 

Figure 43: Part of the electronic services ontology 

  

Although all main concepts in this ontology are clearly defined, the 

dependence between them is not explicitly stated, thus the only contribution of 

this model to our study is the presentation of its main entities. 

 

5.2.6 The Governance Enterprise Architecture  

Background 

 The lack of commonly-agreed content standards in public administration 

motivated the development of the Governance Enterprise Architecture (GEA). The 

Governance Enterprise Architecture (GEA) is presented as a set of domain models 

that serve as top-level enterprise architecture.  

Model Presentation 

At the current stage of development, GEA consists of five high-level models 

and are depicted in Figure 44 as the GEA meta-model (Peristeras, V. and 

Tarabanis, K. 2005). The models are: 

• GEA Governance System Domain Model (item1 in figure 44) (Tarabanis, K. 

and Peristeras, V. 2000): serves a top-level description of the system 
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under study. Two sub-systems were identified as separate units of analysis 

(vertical axis in Figure 44) 

� The ‘Formulate Public Policy (FPP)’ and  

� The ‘Provide Service (PS)’ 

• GEA Overall Process Model (item 2 in figure 44) (Peristeras, V. et al 

2003): presents the process executed each time a public administration 

agency provides a service and HOW the public policy is formulated. It 

consists of: 

� The FPP Process Model and 

� The PS Process Model 

• GEA Overall Object Model (item 3 in figure 44) (Peristeras, V. and 

Tarabanis, K. 2004) 

• GEA FPP Object Model (item 4 in figure 44) (Tarabanis, K. et al 2001): 

presents the main objects participating in the ‘Formulate Public Policy’ 

subsystem. 

• GEA PS Object Model (item 5 in figure 44) (Tarabanis, K. and Peristeras V. 

2003): presents the main objects participating in the ‘Provide Service’ 

subsystem. 

 

 

Figure 44: The GEA meta-model 
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We focus on the GEA object model for service provision by public 

administration which can be seen in Figure 45 (Peristeras, V. and Tarabanis, K. 

2006). 

 

Figure 45: THE GEA PS object model 

   

The main concept of the model is Public Administration Service. Its textual 

description involves Social Entities (in our case citizens) that have needs related 

to certain Goals. Moreover, the citizen requests a Public Administration Service in 

order to server its Goals.  

The Governance Entities include two categories: The Political Entities and 

the Public Administration Entities that concern our study. Based on the role that 

the PA Entities acquire during the execution phase it can be characterized as 

Service Provider, Evidence Provider and Consequence Receiver. The role that 

concerns our study is the Service Provider role that provides the service to Social 

entities (citizens). 

Public Administration Services are governed by Preconditions usually 

specified in Legal Acts-Laws. 

The next concept of the model that concerns our study is the concept of 

the Outcome. This term is used in order to refer to the different types of results 

that a Public Administration Service might have. The three types are: 
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• Output: the acquisition of the information by the social entity (citizen) 

which is usually embedded in administration documents and which 

officially presents the decision of the Service Provider regarding the 

service asked by the client. 

• Effect: the actual permission, certificate, restriction or punishment the 

citizen is finally entitled to. 

• Consequence: the forwarding of the information related to a service 

execution to parties (agencies etc.) with an interest in the event. 

Conclusively, in this approach there is no explicit use of the life-event 

concept. The main concept as mentioned above is the public service. However, 

the concept of Need that is used in this model can easily represent the concept of 

Life Event. This is mainly because the need that a citizen (social entity in the 

model) has requires a Public Administration Service in order to be fulfilled. On the 

other hand, according to the literature, life event is a set of actions, including at 

least one public service, which, when executed in its appropriate workflow, fulfils 

a need of a citizen arising from a new life situation (Trochidis, E., Tambouris, E. 

and Tarabanis, K. 2006).  

 

5.2.7 The OntoGov Project approach  

Background 

 The Ontology-enabled e-Gov Service Configuration (ONTOGOV) project 

was a thirty-month EU-funded research and development project that aimed to 

develop and validate a platform that will facilitate the consistent composition, 

reconfiguration and evolution of e-government services. The aim of this platform 

was (The ONTOGOV Project: http://www.ontogov.com/):  

• to provide the public administrations with a means that enables them to 

have an overview of their current service configuration model and easily 

reconfigure it, whenever required and  

• To provide all actors involved in the e-government service lifecycle with 

enhanced knowledge related to the composition, re-configuration and 

evolution of the e-government service.    

Model Presentation 

 In order to develop the platform the first task was to define ontologies for 

modelling e-government services. On the basis of the analysis of the existing 

standard for Semantic Web Services and by taking into account the e-government 
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specific requirements a set of ontologies has been defined. They can be clustered 

in the following way (see Figure 46) (Stojanovic, L. et al 2006): 

• Meta Ontologies that define the schema that is the language for modelling 

e-Government services 

• Domain-Oriented Ontologies that model the concrete e-government 

services and all data relevant for these services and 

• Administration Ontologies that are presented in order to enable better 

management of e-Government services 

 

 

Figure 46: Clusters of e-government ontologies 

  

More specifically the Meta Ontology Cluster contains general ontologies 

that do not change from one deployment to another. It consists of the following 

ontologies whose dependence is depicted in Figure 47 (Stojanovic, L. et al 2006): 

• The Legal Ontology defines the structure of the legal documents, which 

includes paragraphs, sections, amendments, etc. 

• The Organisational Ontology models an organisation by defining its 

organisational units, roles, persons, resources, etc. 

• The Lifecycle Ontology describes the information flow and the decision-

making process in the public administration. Each design decision refers to 

the entities either from the Legal Ontology or from the Organisational 

Ontology or to other design decisions, since they drive the decision 

• the Domain Ontology contains domain-specific knowledge  

• The Process Ontology describes the elements for modelling the process 

flow. It includes the Domain Ontology for defining inputs and outputs as 

well as the Lifecycle Ontology for explaining reasons that motivate the 

decisions 

• the Life Event Ontology models the categorisation of the e-government 

services and only used in order to support better searching for 

eGovernment services 
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• The Profile Ontology contains metadata about e-government services and 

includes all previously mentioned ontologies. 

 

 

Figure 47: The cluster of Meta Ontologies 

  

We focus on the profile and process ontologies that are illustrated in 

Figure 48 and Figure 49 respectively (Tambouris, E. et al 2004). Both of them are 

based on OWL-S Ontologies taking into account some e-Government specificities. 
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Figure 48: The OntoGov Profile Ontology 

  

The profile part extends OWL-S service ontology in the following ways: 

• firstly it introduces an explicit link between the service description and 

the business logic with the property “hasReferencedBusinessRule”. This 

ontology is called Business Rule ontology and depends on the 

application domain. In the eGovernment domain this ontology is called 

Legal Ontology and it contains the knowledge about laws;  

• secondly additional entities were introduced, such as the property 

“requires” and the concept “Resource” (can be either a person involved 

in executing the service or an equipment that performs the service 

automatically);  

• Finally, standard metadata for the eGovernment domain was taken 

into account. 

The process part of Meta Ontology extends the OWL-S process ontology in the 

following ways (Todorovski, L. et al 2007A): 

 

• EGovernment specific objects were added regarding security, cost, 

retraceability and realization (hasReferencedBusinessRule, 

hasReferencedSoftware, hasDecisionAttribute, hasSecurityLevel, hasCost, 

hasTimeRestriction).  

• a number of concepts were introduced:  



 70 

� “user-defined input” as a specialization of the concept “input”  

� “Reference” due to two reasons:  

� A property may be attached due to several domain 

concepts  

� A concept defined in the domain ontology may have many 

properties and only a subset of them is used as an input.  

• the symmetric property “isEqualTo” was introduced in order to establish 

the equality between two parameters (input/output)  

• in the OntoGov meta-ontology preconditions are used for defining what a 

service expects for enabling it to provide its service. Post-conditions define 

what the service returns in response to its input.  

 

Figure 49: OntoGov Process Ontology 

  

Conclusively, in the OntoGov project the main entity is the Service that is 

included in Composite Services. However the concept of the Composite Service is 

related to the concept of Life Event, which is a technical way to bundle together 

public services.  

 At this point we should point out that the OntoGov model is a purely 

technological approach of the public service provision domain. This complicates 

the analysis and understanding of the model from non technical domain experts. 

The only way to conclude in useful results is by presenting the model in a more 

technologically-neutral way. 
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5.2.8 The Web DG Approach 

Background 

 The Web DG Ontology was constructed under the Web Digital Government 

(WebDG) project and was presented by Medjahed, B. (2004). The study proposed 

a generic approach for the automatic composition of Web services on the 

Semantic Web and provided an implementation of this approach in the WebDG 

prototype. 

 More specifically, the author was motivated by the main impediment of the 

current Web that was the lack of semantics to enable machines to ‘understand’ 

and automatically process the data that they now merely display. The Semantic 

Web was for the author an emerging paradigm shift to fulfil this goal.  

 

Model Presentation 

The model that is presented by Medjahed, B. (2004) is purely 

technological. We focus on the aspect of the Public Administration Domain as 

presented in the WebDG Ontology because the technological implementation of 

the model clearly falls outside the scope of our study. 

In his study Medjahed, B. (2004) proposes a model for the Semantic Web 

services that focuses on combining Web services and ontologies. Community is 

the main concept of the model. A community is a ‘container’ that clumps together 

Web services related to a specific area of interest (e.g., disability, adoption). All 

Web services that belong to a given community share the same area of interest. 

Communities provide descriptions of desired services (e.g., providing interfaces 

for insurance services) without referring to any actual service. Communities are 

defined by using metadata ontology, called community ontology, as a template. 

Metadata ontologies provide concepts that allow the description of other concepts 

(communities and Web services in our case). Figure 50 summarizes the process 

of creating a community and registering Web services with it. Communities are 

defined by community providers as instances of the community ontology. 

Community providers are generally groups of government agencies, non-profit 

organizations, and businesses that share a common domain of interest. 
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Figure 50: The Proposed Web Service Model 

 

A community itself is a service that is created, advertised, discovered, and 

invoked in the same way that ‘regular’ Web services are. The providers of a 

community assign the values to the concepts of the community ontology. 

Examples of concepts defined in the community include category and generic 

operation. Each concept is defined by a set of attributes. For example, the 

category concept contains four attributes: domain, synonyms, specialization, and 

overlapping. Communities are published in a registry (e.g., UDDI) so that they 

can be accessible by service providers. Service providers identify the community 

of interest and register their services with it. During the registration of a Web 

service (WS) with a community, the service provider specifies the concepts of 

community that are ‘inherited’ by Web Services. A Web service may belong to 

different communities. End-users select a community of interest and invoke its 

operations. Each invocation of a community operation is translated into the 

invocation of a community member's operation. 

 The general structure of a community is given in Figure 51.  
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Figure 51: Web DG Ontology 

  

The main concept of this approach is to define the communities of interest 

where each community refers to a specific thematic area, each one implementing 

a life event and to represent public services via web services. 

The communities (life-events) are defined by community providers which 

are in our case government agencies that share a common domain of interest. 

These agencies assign values to the concepts of the life event ontology (e.g. 

category and generic operations) which in their turn are defined by a set of 

attributes (domain, synonyms, specialization and overlapping). Life events are 

then published in a registry in order to be easily accessed by the government 

agencies. The government agencies are then capable to register in the Public 

Services needed in order to fulfill the relevant life event. During this registration, 

the public service can inherit concepts and attributes from the life events and use 

them to describe Public services. Finally the end-users, in our case the citizens, 

select a life event of interest and invoke its operations. 
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5.2.9 The DIP Project Approach 

Background 

 The Data, Information and Process Integration with Semantic Web 

Services Project (DIP Project) had as main objective to develop and extend 

Semantic Web and Web Service technologies in order to produce a new 

technology infrastructure for Semantic Web Services (SWS) - an environment in 

which different web services can discover and cooperate with each other 

automatically (The DIP Project: http://dip.semanticweb.org/).  

It should be mentioned, that the DIP project in order to achieve its goals 

implemented and developed a citizen’s information service (seamlessUK/Essex 

Online) in a Web Services environment. This required the development and 

testing of eGovernment ontology to support the description and discovery of Web 

Services relevant to eGovernment and public administration. 

 

Model Presentation 

 The DIP project proposes an eGovernment System Reference Model that 

includes the following ontologies (Cabral, L. et al 2005): 

• Legacy Ontology: defines the concepts and relations describing the laws 

and the political knowledge that defines the services. 

• Workflow Ontology: contains concepts and relations describing the 

workflow of specific services from the PA point of view. 

• Service Ontology: contains the description of services in terms of Semantic 

Web Services (SWS).  

• Life Event Ontology: defines a hierarchy of topics, concepts and relations 

of life events.  

• eGovernment Domain Ontology 

The eGovernment domain ontology is the extension of the Description & 

Situations (D&S) Ontology. The project modelled only a use case from the 

eGovernment domain, which refers to the change of circumstance and is depicted 

in Figure 52 (Domingue, J. et al. 2004). 
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Figure 52: Class Diagram of the “Change of Circumstance” Ontology of the DIP 

project 

 

The concept of life event is not explicitly presented in the above model, 

but it can be easily represented by the case concept that is thoroughly used in 

this model. According to this model, a citizen is involved in a case for entitlement 

of benefits and services. The case is opened by a social worker and described via 

an assessment (which has facts and perceptions) and a decision. The decision 

shows which benefits the citizen is entitled to. Benefits are provided by benefit or 

service (entitlement) providers, which are agencies (organization units).  
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5.3 Concepts and Relationships Matrix 

 Following the methodology described in chapter 3.2 we present an analysis of the approaches reviewed in Table 5. The distinguish 

of the main domain concepts on these approaches and how these concepts relate to each other will prove extremely beneficial in order to 

produce our own model.  

 

Approach Main Domain Cocepts Main Relationships 

OneStopGov Project 
Life Event, Public Service, Citizen, Profile, 

Input, Output, Rules 

Life Event consistsOf PublicServices; PublicService has Rules, 

PublicService receives Input, PublicService produces Output;  

Citizen faces LifeEvents, Citizen has Profile; Profile contains 

Information; Input isAn OfficialDocument, Input isNot 

AnOfficialDocument; Output is AnOfficialDocument; Rules 

define Input, Rules define Output; 

Access-eGov Life Event, Goal, Service 
Life Event consistsOf Goal; Goal requires Functional 

Properties; Service has Properties,  

Pledge-Project 
Life Event, Documents, Laws, 

Administrations, Citizen 

LifeEvent requires Documents, LifeEvent generates 

Documents;  Laws define LifeEvent; Administrations issue 

Documents, Administrations support Life Event; Citizen owns 

Documents; 

E-Gov Public Services 

Ontology 

Service, Service Consumer, Organization, 

Legislation, Form, Document, Life Event 
No relationships between main concepts are described 
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Governance Enterpise 

Architecture 

Public Adminstration Service (PA Service), 

Public Administration, Service Provider, 

Societal Entity, Need, Law, Outcome 

PAService is GovernedBy Law, PAService produces Outcome, 

PAService serves Goal; Public Administration has 

Roles(Service Provider, Evidence Provider, Consequence 

Provider); ServiceProvider offers PAService; SocietalEntity 

has Needs, SocietialEntity requests PAServices; Need 

relatesTo Goals; Law sets Preconditions;  

OntoGov Project 
Composite Service, Service, Input, Cost, 

Documentation 

CompositeService consistsOf Service; Service has Input, 

Service has Cost, Service has Documentation 

WebDG 
Community, Community provider, Web 

Services,  

Community has Concepts (category and generic operation); 

Community Providers assign Values, identify Community, 

register WS; Web Services inherits Concepts; Operation has 

Parts(Syntax,Static Semantics,Dynamic Semantics,Quality Of 

Operation) 

DIP Poject 
Case, Assesment, Decision, Entitlement, 

Citizen, Service Provider 

Case has Assesment, Case has Client; Assessment appliesTo 

Case, Assessment has Decision; Decision has Entitlemnt; 

Citizen is InvolvedΙn Case; ServiceProvider provides 

Entitlement 

 

Table 5: Main Domain Concepts and their relationships 
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6. Construction and validation of a new Life Event 

Model 

6.1 Introduction 

 In this section we follow the methodology described in chapter 3.3 in order 

to construct and validate a new life event model. First we present the concepts of 

our new model and the relationships between them according to the analysis 

made in chapter 5. This provides us with a graphic presentation of the first 

enhanced life event model of our study. Then we attempt to filter the most 

relevant and influential concepts-relationships in order to construct the final 

proposed life event model. The model is then enforced with the entities that 

describe the life event according to the analysis made in chapter 4. Finally, we 

validate our new life event model through a life event example and an application 

of our model in an existing life event portal. 

6.2 Main concepts  

 Based on the relevant literature and the review of existing life event 

models presented in chapter 5.3 - Table 5, we identified 12 concepts that in our 

judgment could be useful in constructing a new life event model. These are: 

1. Life Event 

2. Public Service 

3. Public Administration 

4. Citizen 

5. Documents 

6. Profile 

7. Law 

8. Cost 

9. Input 

10. Generic Scenario 

11. Scenario Process 

12. Circumstance 

Those concepts, as presented in the approaches examined are depicted in 

Table 6. At this point we should mention that many concepts which were met 

in chapter 5 are represented in other approaches with the similar meaning but 

through different name. The name used further is the one that clarifies better 

the meaning according to our judgment. For example needs in GEA approach 
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represent life event and therefore are mentioned as Life event in our study. 

The table below shows in detail this kind of concepts (in brackets).  
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CONCEPT / 

APPROACH OneStopGov 

Access-

eGov Pledge Project E-Gov GEA OntoGov WebDG DIP 

Life Event x x x x x (as Need) 

x (as 

Composite 

Service) 

x (as 

Community) 

x (as 

Case) 

Public Service x 

x (as 

Service)   

x (as 

Service) x (PA service) x (as Service) 

x (as Web 

Services)   

Public 

Administration     

x (as 

Administrations) 

x (as 

Organization) 

x (and as 

Service 

Provider)   

x (as 

Community 

Providers) 

x (as 

Service 

Provider) 

Citizen x   x 

x (as Service 

Consumer) 

x (as Social 

Entity)     x 

Documents 

x (as 

Output)   x x x (as Outcome) 

x (as 

Documentation)     

Profile x               

Law x (as Rule)   x 

x (as 

Legislation) x       

Cost           x     

Input x     x (as Form)   x     

Generic 

Scenario   x           x 

Scenario   x           x 
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Process 

Goals   x             

Circumstance x               

Table 6: Domain Concepts as presented in several approaches 

 

 

 



 82 

6.3 Relationships between the concepts 

 The concepts presented in Table 6 have different relationships in every 

approach (except from the E-Gov Public Services Ontology where no relationships 

are presented). Table 7 presents a synopsis of those relationships and the 

approach they are reported in. 

CONCEPT / 

APPROACH Relationship 

Secondary 

Concept Approach 

consists of Public Services 

One-Stop 

Gov 

depends on Circumstances 

One-Stop 

Gov 

requires  Documents 

Pledge 

Project 

generates Documents 

Pledge 

Project 

relates to Goals GEA 

consists of Service OntoGov 

consists of Goal 

Access 

eGov 

has  Generic Scenario 

Access 

eGov 

Life Event 

has  Client DIP 

has  Rules 

One-Stop 

Gov 

receives Input 

One-Stop 

Gov 

produces Output 

One-Stop 

Gov 

depends on Circumstances 

One-Stop 

Gov 

is governed 

by Law GEA 

produces  Outcome GEA 

serves Goal GEA 

Public Service 

has  Output OntoGov 
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has  Input OntoGov 

has  Cost OntoGov 

has  Documentation OntoGov 

has  Properties 

Access 

eGov 

issue Documents 

Pledge 

Project 

support  Life Event 

Pledge 

Project 

offers PA Service GEA 

identify 

Community (life-

event) Web DG 

Public 

Administration 

register  

Web Service 

(public service) Web DG 

faces Life Event 

One-Stop 

Gov 

has  Profile 

One-Stop 

Gov 

owns Documents 

Pledge 

Project 

has  Needs GEA 

requests Public Services GEA 

Citizen 

is involved in Case DIP 

Profile 
contains Information 

One-Stop 

Gov 

defines  Input 

One-Stop 

Gov 

defines  Output 

One-Stop 

Gov 

defines  Life Event 

Pledge 

Project 

Law 

sets Preconditions GEA 

Generic Scenario 
is resolved to Scenario Process 

Access 

eGov 

Scenario Process invokes  Service 

Access 

eGov 

Table 7: Synopsis of concepts’ relationships 
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6.4 Enhanced life event model  

For the purposes of this study first we construct an enhanced Life Event 

model that includes all concepts and relationships found in chapter 5.3. A graphic 

presentation of the enhanced life event model is presented in Figure 53. The 

graphical model was constructed with the use of the Open Model Sphere software 

of Granite (www.modelsphere.org): 
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Figure 53: Enhanced Life Event Model 
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6.5 Proposed life event model 

 The presentation and the embedment of all 12 concepts and their 

relationships found in chapter 6.3 makes the above enhanced life event model 

quite complicated and abstruse. Therefore, in this section we try to identify only 

the relevant and most significant concepts and their relationships in order to 

construct a more explicit model. 

In this model we have not included all concepts presented in Table 7. 

Instead we made a selection of those concepts that we feel are more influential 

and relevant. Those concepts are: 

1. Life Event 

2. Public Service 

3. Public Administration 

4. Citizen 

5. Documents 

6. Law 

7. Cost 

8. Input 

9. Scenario Process 

10. Circumstance 

At this point we should clear out the meaning of the two concepts that we 

are using in our model: the concept circumstance and the concept of scenario 

process.  

As presented in the OneStopGov approach (Todorovski, L. 2007B), the 

concept circumstance includes all the user’s wishes, needs and aspects of his/her 

life situation that significantly influence the resolution of the whole LE (or an 

individual public service it contains). This influence can be two fold. First, it can 

be reflected in the set of public services that have to be performed for resolving 

the particular life event. Second, the user circumstances can influence the 

execution of individual public services, most notably through the set of support 

documents that are necessary for performing individual public services. Thus, in 

our model the concept circumstance includes attributes that influence the 

resolution of the whole life event. Such attributes are citizenship, gender, family 

status, age category, job category, health status, work sector etc. 

In literature the scenario process is actually a collection of activities 

designed to produce a specific output for a particular requester, based on a 

specific input (Bednar Peter et al. 2006). Taking the above into consideration, we 

define the concept scenario process as a case that is in fact based on 
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circumstances and invokes the relevant public service. Thus, life event depends 

on circumstances or circumstances define life event while circumstances define 

cases. According to a specific circumstance, a certain case will invoke the relevant 

public service. 

Conclusively, combining the results presented in Table 7 of chapter 6.3 

with the above concepts we can produce the Table 8 that presents only the basic 

concepts and their relationships that are in our opinion crucial for the construction 

of our new model.  

CONCEPT / 

RELATIONSHIP Relationship 

Secondary 

Concept 

consists of Public Services 
Life Event 

depends on Circumstances 

produces  Documents 

is governed 

by Law 

has  Cost 

Public Service 

has  Input 

issue Documents 
Public Administration 

offers Public Services 

Citizen faces Life Event 

defines  Input 
Law 

defines  Output 

defines  Life Event 
Circumstance 

defines  Case 

Case  invokes Public Service 

Table 8: Main Concepts and relationships 

 

 Based on the above we present the proposed life event model in Figure 

54. 
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Figure 54: Proposed Life Event Model 

 

 In order to extend the value of the above proposed model we can add the 

entities for describing life events, as they are analysed in chapter 4.10 of our 

study. We include the attributes that better describe a life event and those that 

are mostly used in the existing life event portals. These are: 

1. Title 

2. Description 

3. Required Documents 

4. Law 

5. Cost 

6. Links to relevant Public Administration Agencies 

7. Links to further information 

8. Contact Information 

At this point, we faced a contradiction concerning the fact that three from the 

above attributes (Law, Cost and Related Documents) appear both as concepts 

and as attributes and thus we had to decide on how to proceed further. 
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Law and the other two attributes, even though they appear as citizen-useful 

information, they are defined by the Public Service. For example consider the life 

event ‘I want to travel abroad’ that consists of the public service ‘Issuing a new 

passport’. The attribute Cost in this life event defines the cost for paying the 

passport's issue dues but concerns exclusively the execution of the Public Service 

and not the execution of life event. Therefore, in our judgement the attributes 

Cost, Law and related documents should be included in the concepts of Life Event 

and thus connected to the Public Service concept. 

 According to the above statement the attributes that better describe a life 

event are now:  

1. Title 

2. Description 

3. Links to relevant Public Administration Agencies 

4. Links to further Information 

5. Contact Information 

The graphic presentation of the proposed life event model, after adding 

the above attributes, is depicted in Figure 55. 

 

Figure 55: Proposed Life event model with attributes describing a life event 
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6.6 ‘I want to travel abroad’ Life Event 

 In this section, we present a life event using our model in order to validate 

it. Relevant information, about the life event described below, is taken by the web 

site of Hellenic National Passport Center (http://www.passport.gov.gr) 

 As an example, we consider the life event ‘I want to travel abroad’. In this 

life event the circumstances that define it are the following two: 

1. Travel to a non European country 

2. Travel to a European country 

For the purposes of this study we will only examine the first circumstance 

which leads to four cases. The four cases identified and the ones that invoke the 

relevant public services are:  

1. I want to get a new passport 

2. I want to renew or replace my old passport 

3. I want to get a new passport because of theft or loss 

4. I want to get a new passport (for minors) 

These cases are relevant to the following Public services: 

1. Issuing a new passport 

2. Renewing or replacing an old passport 

3. Issuing a new passport because of theft or loss 

4. Issuing a new passport (for minors) 

The above life event with all circumstances and cases is depicted in Figure 

56.  
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Figure 56: ‘I want to travel abroad’ life event (all cases) 

 

So for example, if our case is a citizen that wants to get a new passport in 

order to travel in a non-European country the first case will initiate and invoke 

the relevant Public service.  

Thus, according to our model the life event can be described as follows: 

• The citizen faces the life event ‘I want to travel abroad’. 

• The circumstance ‘I want to travel to a non European Country’ 

defines the life event and also defines the four cases.  

• The case ‘I want to get a new passport’ invokes the Public Service 

‘Issuing a new passport’. 

• The public service is governed by the Law 3103/2003 (23/29-1-

2003): «Publication of passports from the Greek Police and other provisions» 

• The public service has Cost: 

• For 5 years – 74.4 euro 

• For 13 months – 68.8 euro 

• For 8 months – 63.4 euro 

• For 3 months – 63.4 euro 
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• The Hellenic Police is the Public Administration and offers the public 

service ‘Issuing a new passport’ and also issues the documents required in 

order for the service to be executed. 

• The Law 3103/2003 (23/29-1-2003): «Publication of passports 

from the Greek Police and other provisions» defines the documents required 

and the input (photo, photocopy of the identity card etc.) that the citizen must 

provide in order the service to be executed.  

• Finally the public service produces the document that in our case is 

the new passport. 

The life event is described according to our model by the following attributes: 

1. Title: I want to travel abroad 

2. Description: A citizen that wants to travel abroad will find here every 

information before start packing 

3. Links To Public Administration Agencies: The links provided are: 

• Ministry of Citizens Protection (The web site of the Hellenic Ministry 

of Citizen's Protection) 

• International Civil Aviation Organisation (The official web site, of 

I.C.A.O.) 

• Hellenic Police (Web site of the Hellenic Police) 

4. Links To further information: The links provided are: 

• Europa (Gateway to the European Union) 

5. Contact Information: The citizen can contact with 

HELLENIC POLICE 

National Passport Center 

8 Chiou Street, Kaisariani - 16121 

Attica, GREECE 

 +30.210.7298000 

A graphic presentation of the case ‘l want to get a new passport’ according 

to our model is depicted in Figure 57: 
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Figure 57: ‘I want to get a new passport’ case 

If the case is ‘I want to renew or replace my old passport’ the only 

difference is that the citizen is obliged in addition to the first case documents, to 

bring his old passport. The case is presented in Figure 58. 
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Figure 58: ‘I want to renew or replace my old passport’ case 

 

If the case is ‘I want to get a new passport because of theft or loss’ the 

only alteration is that the citizen along with the documents of the first and second 

case, must bring a recent certification of the authority in which the loss of the 

passport was declared. The case is presented in Figure 59. 
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Figure 59: ‘I want to get a new passport because of theft or loss’ case 

 

If the case is ‘I want to get a new passport (for minors)’ the alterations 

are in the documents and in the cost. The case is presented in Figure 60. 
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Figure 61: ‘I want to get a new passport (for minors)’ case 

6.7 Portal presentation 

In this section an attempt is made to apply the above proposed model in 

an existing life event portal. The portal we use is the ‘Ermis.gov Portal’ which was 

reviewed in chapter 4.3.5. The life event ‘Travelling abroad’ as presented in the 

portal is depicted in Figure 62.  
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Figure 62: ‘Travelling Abroad’ life event in Ermis.gov Portal 

 

From the existing life event portal we keep its layout and the title of the 

life event and then we apply our model in order to present it. Thus, according to 

our model the portal can be figured as follows: 
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Figure 63: Ermis.gov Portal according to our model 

 

The citizen from this page chooses the case that concerns him/her and 

then the relevant public service is invoked. If the citizen chooses the case ‘I want 

to get a new passport’ he will be transferred to the web page shown in Figure 64. 
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Figure 64: ‘Issuing a new passport’ public service in Ermis.gov Portal 
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Conclusion 

Public services are often provided and distributed over several public 

institutions due to the complex internal structure of public administrations 

worldwide. This is usually in contrast to citizens’ needs, who desire as little 

interaction and knowledge of public administration as possible. Their expectation 

is to accomplish faster, simpler and less troublesome the public services. In order 

to meet this challenge this study has proposed and validated a life event model 

that describes the public service provision in terms of life events and helps users 

(in our case citizens) to identify the relevant public services. 

In the context of this study, we first identified the existing life event 

portals and analyzed thoroughly sixteen of them, in order to collect the main 

entities for describing life events. Then, we reviewed eight approaches around 

public service provision related explicitly or implicitly to the concept of life events. 

These approaches provided us with the main domain concepts and their main 

relationships. Combining the results from the review of the life event portals and 

the life event models, we constructed an enhanced life event model with all the 

concepts and relationships described. However, the complexity of the produced 

model, led us to keep only the relevant and most significant concepts and their 

relationships in order to construct a more explicit model. Additionally, the final 

proposed model has been enforced with the main entities found from the life 

event portals in the previous chapter. Finally, we validated our proposed life 

event model through a life event example and its representation in an existing life 

event portal. 

 At this stage, it would be meaningful to mention the limitations of our 

work. We reviewed life event portals developed only in the English language, 

excluding those developed in other foreign languages. The review of the excluded 

portals could provide further information and entities in a life event model. 

Another limitation derives from the fact that in literature the majority of public 

service provision models consider public service as their main entity. Thus, we 

only identified and reviewed eight approaches that either had an explicit 

description of the life event concept or used concepts that can represent a life 

event model. Future research could be done on investigating more approaches 

and validating our model through the construction of a life event portal with a 

web page development tool.  
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Appendix A: List of Life Events 

Portal_ID Portal Life Events Comment 

1. Working in Europe 

2. Finding a job 

3. Education and Study 

4. European citizenship 

5. Living in Europe 

6. Travelling to Europe 

1 
Your Europe 

(European Union) 

7. Opening a bank account 

Organized into general life 
topics 

1. Acquisition of property 

2. Birth 

3. Childcare 

4. Driving Licence 

5. Citizenship 

6. Housing 

7. Retirement 

8. Marriage 

9. Starting a Business 

10. Studying in Austria 

2 HELP.gv.at (Austria) 

11. Working in Austria 

Organized into general life 
topics 

1. Getting married 

3. Moving to Belgium 

4. Buying or selling a home 

5. Renting a home 

6. Invest in Belgium 

7. Financing a company 

8. Coming to study in Belgium 

9. Authenticating your qualifications abroad 

3 Portal Belgium BE 
(Belgium) 

10. Coming to work in Belgium 

Organized into general life 
topics 
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11. Posting workers to Belgium 

12. Looking for a job 

1. Finding a home 

2. Housing 

3. Construction and real estates 

4. Living Together 

5. Having Children 

6. Ageing 

7. Disability 

8. Guardianship 

9. A death in the family 

10. Health 

11. Intoxicants 

12. Falling ill and rehabilitation 

13. Maintaining law and order 

14. Vehicles and driving permits 

15. Immigration 

16. Voting and Civic Activity 

17. Moving Abroad 

18. Attending school and studying abroad 

19. Job seeking and job vacancies 

4 Suomi.fi (Finland) 

20. Managing income and expenditure 

Organized into general 
subjects that include life 

events 

1. Buying a House 

2. Death in the family 

3. Getting Divorced 

4. Getting Married 

5. Getting insured 

6. Having a baby 

7. Looking for a Job 

8. Lost wallet 

5 Ermis.gov (Greece) 

9. Military Service 

Organized into life events  
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10. Retirement 

11. School life 

12. Starting a Business 

13. Studying 

14. Travelling Abroad  

1. Marriage   

2. Marrying a foreign citizen   
3. Conclusion of Marriage by Foreign Nationals in 
Hungary 

4. Divorce action 

5. Death 

6. Adoption 

7. Travelling in- and outside of the EU   

8. Termination of the employment 

9. Employment of foreign citizens in Hungary 

10. Searching, seeking for job 

11. Change in ownership 

12. Building, construction, real estate 

13. Pension, retiring allowance 

14. Getting married 

15. Getting a divorce 

16. Preparing a will 

6 
Hungary.hu 
(Hungary) 

17. Reporting a Crime 

Organized into key events 
in life 

1. Becoming a Parent 

2. Going to college 

3. Losing your job 

4. Setting up a business in Ireland 

5. Getting married    

6. Adoption and fostering 

7. Separation and divorce 

7 Citizens Information 
(Ireland) 

8. Death and Bereavement 

Organized into general life 
topics that include life 

events 
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9. Education and Training 

10. Employment  

11. Health 

12. Housing 

13. Moving Country 

14. Travel and Recreation 

1. Entry into and exit from the country 

2. Acquiring citizenship 

3. Acquiring a residence permit 

4. Asylum 

5. Residence in Slovenia 

6. I would like to study in the Republic of Slovenia 

7. I wish to enrol my child into an international school 

8. Recognition of university diplomas 
9. Registration and revocation of work performed by 
aliens 

10. Training on occupational health and safety 

11. Marriage 

12. Dissolving the marriage bond 

13. Birth 

14. Child adoption 

15. Foster placement 

16. Child protection 

17. Retirement 

18. Death 

19. Inheritance, last will 

20. Reporting criminal offences to police authorities 

21. Entry of arms into the Republic of Slovenia 

22. Traffic, vehicles 

8 
e-Uprava Portal 

(Slovenia) 

23. Travelling around Slovenia 

Organized into general life 
topics that include life 

events and public services 

9 Sverige.se (Sweden) 1. Get A Job Not organised into life-
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2. Get A Permit 

3. Move To Sweden 

4. Arrive To Sweden 

5. Starting a business in Sweden 

events, however many of 
the facts that are 

mentioned on the portal 
can be considered as life-

events. 
1. Immigrating to Switzerland 

2. Working in Switzerland 

3. Passports and identity cards for Swiss citizens 

4. Naturalisation 

5. Divorce 

6. Marriage 

7. Marriage abroad 

8. Matrimonial property regimes in Switzerland 

9. Adoption 

10. Birth  

11. Death   

12. Housing and moving home 

13. Insurance 

14. Children and younger people 

15. Healthcare 

10 
The Swiss Portal 

(Switzerland) 

16. Religion 

Organized into general life 
topics 

1. Becoming Independent 

2. Buying a Property 

3. Caring for Others 

4. Death and Bereavement 

5. Going Overseas 

6. Jobs & Careers 

7. Immigrating to Australia 

8. Relationships 

9. Retiring 

11 Australia (Australia) 

10. Starting a Family 

Organized into life events  
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1. Buying a Property 

2. Selling a Property 

3. Building or Renovating 

4 .Investment Properties 

5. Caring for Others 

6. Death 

7. Wills and Legal Issues 

8. Moving House 

9. Getting married 

10. Getting divorced 

11. Leaving the workforce 

12. Finance in your retirement 

13. Discrimanation 

14. Sexual abuse 

15. Domestic violence 

12 
New South Wales 

(Australia) 

16. Reporting a Crime 

Organized into life events  

1. Being a Caregiver 

2. Buying a Home 

3. Finding a Job 

4. Getting Divorced 

5. Getting Married 

6. Having a Baby 

7. Having your Credentials Recognized 

8. Living with a Disability 

9. Lost Wallet 

10. Managing your Debt 

11. Moving 

12. Personal Loss 

13. Raising a Family 

14. Retirement 

13 Service Canada 
(Canada) 

15. Starting a Business 

Organized into life events  
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16. Starting Post-Secondary Education 

17. Travelling Abroad 

1. After an Auto Accident 

2. Changing Your Name 

3. Dealing With Separation and Divorce 

4. Dealing With Spousal Abuse 

5. Finding Seniors' Health Care Resources 

6. Getting Married 

7. Getting Ready to Retire 

8 Having a Baby 

9. Looking for a Job 

10. Losing Your Wallet 

11. Managing Your Debt 

12. Moving to and Around Ontario 

13. Planning Your Next Steps After High School 

14. Pursuing Life's Best After Retirement 

15. Vacationing in Ontario 

14 Ontario (Canada) 

16. What to Do When Someone Dies 

Organized into communities 
and includes a topic of life 

events 

1. Getting married in Dubai 

2. Getting medical treatment in Dubai 

3. Paying your bills and fines in Dubai 

4. Having a baby in Dubai 

5. Volunteering & charitable activities in Dubai 

6. Finding a job in Dubai 

7. Going to school in Dubai 

8. Going to university in Dubai 

9. Contacting Dubai Government Officials 

10. Buying and selling land and property in Dubai 

11. Travelling about in Dubai 

12. Obtaining professional licenses in Dubai 

15 Dubai eGovernment 
Portal (Dubai) 

13. Driving a car in Dubai 

Organized into life events  
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14. Practising your religion in Dubai 

15. Dealing with legal issues in Dubai 

16. Retiring in Dubai 

17. Reporting crime and ensuring safety in Dubai 

18. Getting a divorce 

19. Dealing with death and bereavement in Dubai 

1. Applying for a school place 

2. Becoming a parent 

3. Being a teenager 

4. Changing schools 

5. Dealing with crime 

6. Becoming disabled 

7. Enjoying later life 

8. When you're going away 

9. Learning to drive 

10. Looking for a job 

11. Relationships 

12. Sorting out a nuisance 

13. Starting up a business 

14. Welcome to Salford 

16 Salford (UK) 

15. When someone dies 

Organized into general life 
topics that include life 

events 

 

 

 


