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Life Events Framework

The life event framework is a diagnostic tool that jurisdictions can use, to assess capability to deliver their life event, and identify 

the four different domains they can improve on to advance their life event service offering. 

Maturity

Ecosystem

‘the 
holistic            

delivery 

environment’

Infrastructure

‘the supporting 
ICT 

environment’

Ad Hoc Centralised Collaborative Leading Defining Self serviceSome uniformity

High

Low

• Only support in 

own jurisdiction

• 1-2 joined up 

services

Low

High

• Building 1st joined 

up services 

• 3 or more joined-up 

cross jurisdictional 

services

• 1 ID service

• 3 or more joined 

up services within 

own jurisdiction

• No ID service

• Single service 

and support 

for all services 

• Single service 

and support 

for most 

services

• Verifiable 

credentials

• MDT project 

teams

• Product teams 

• Cross 

jurisdictional 

working groups

• Innovation hub

• Agreed standards

• Proof of concept 

projects

• Migration plans

• Future state 

mapping 

• Leading standards 

conversations and 

driving outcomes

• Working with 

working group to 

build understanding 

of requirements

• Other jurisdictions 

can access 

codebase and 

patterns

• Ad hoc 

sharing of 

codebase and 

patterns

• Some website 

pages with joined-

up services (links 

not integrated)

• Some 

interoperability 

between systems 

• Single front door

• State and 

commonwealth ID 

• Graph API 

infrastructure 

• Flexible 

infrastructure

• Clear migration 

pathway

• Have a rich 

understanding 

of best practice 

infrastructure

• Code sharing 

library 

• No web content 

representing a 

joined-up service

• Future state 

architecture 

established and 

build underway

• Single front door 

with 1 ID service

• Standardised API 

format and 

delivery

• Understanding of 

technology road 

map and integration  

requirements

• Have a standards 

team and 

adherence to 

standards in builds

• Access to shared 

codebase

Limited Increasing
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Life Events Framework (continued)

• Measure 

transactions. 

Inconsistencies in 

measurements 

• Measuring 1 or 

2 elements of a 

single 

transaction

• Measure across 

connected 

services

• Measuring most 

digital services 

• Measure across 

the omnichannel 

service delivery 

• Measuring most 

digital and in-

person services 

• Understand service 

value and measure 

customer outcomes 

across jurisdictions

• Measuring cross 

jurisdictionally 

across services 

with 3 measures

• Deliver consistent 

measures with 

adaptations for 

personalisation

• End to end 

measurement and 

reporting of 

customer 

experience

• Driving delivery to 
set standards that 
are measured and 
reported upon 
transparently 

• Customer outcomes 
are understood and 
measured with 
notifications and 
tracking 

• Performance data 
is readily 
available for all 
jurisdictions to 
access anytime

• Measurements 

are available 

via a dashboard 

with alerts

• Some project 

oversight with 

agency level 

oversight

• Oversight and 

reporting 

across more 

than 1 agency

• Oversight 

across many 

services with 

defined 

measures 

• Oversight and 

delivery across all 

jurisdictions is given 

equal priority 

• Project has clear 
measurable 
deliverables and 
leverages best 
practice delivery

• Project is leveraged 

to help other 

projects through 

shared learning

• Project is delivered 

with a whole of 

government approach 

and benefit

• Governance 

established for 

each project 

• Governance 
oversees more 
than 1 project 
and has some 
consistent goals 

• All projects have 1 

governance model 

and are aligned to 

centralised goals

• Governance 

model is cross 

jurisdictional 

• Governance is 

targeting 

measurement 

and ongoing 

improvement 

• Governance is 

setting the 

standards for future 

similar projects 

• Governance is 

completely 

transparent 

Measurement

‘the way 
benefits are 

measured’ 

Governance

‘models and 
how they are 

applied’ 

High

Low

Low

High

Ad Hoc Centralised Collaborative Leading Defining Self serviceSome uniformity

MaturityLimited Increasing

This framework will be validated by jurisdictional use and iterated as needed.
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