
Study on life events
Mapping and improving processes for administrative services 
across EU Member States
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Mapping what it takes to deliver life events



Why mapping processes
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Focus on citizens and businesses
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Our high-level approach













Expected outcomes

✓ Clear overview of:

❑ how each MS delivers these administrative services (BPMN 
mapping)

❑ How the process of accessing the services looks like for users

✓ Identifications of good practices as well as bottlenecks, and reduce 
the service gaps

✓ Concrete suggestions for improvements and simplifications, both for 
administrations and users

✓ Shared learning to support Member States in refining their 
processes



Eurobarometer surveys
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Understanding satisfaction and needs for 
administrative services
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McKinsey, Public Sector Journey Benchmark Survey, 2018.



OECD trust survey, 2024.



What do we want to look at?
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What should we look at?
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Thank you
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