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VISION

Transform and personalize the 
way Washington residents engage 

with state government.
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Resident Portal Goals and Objectives

Goal #1: Serve every WA resident
ÅServe key resident segments
ÅReflect the state population

Goal #2: Connect residents to all 
WA state government services
ÅOnboard agencies to the resident portal
ÅMake services available on the portal
Å Increase use of digital channels
ÅAccurate AI-enabled recommendations

5~^z ÚÁÐ 7{§ª~´k ªk«sik|®«í 
digital experience
Å Make the portal user -friendly and responsive
Å Provide high -quality service 

recommendations
Å Build satisfaction

Goal #4: Maintain high levels of trust
Å Ensure excellent portal performance
Å Build trust

Goal #5: Increase awareness of 
Federal, local, and community services
Å Increase awareness of Federal government 

services
Å Increase awareness of local government services
Å Increase awareness of community / non -profit 

services



Current Experience

Christmas Lighting Festival, 
Leavenworth, WA



Overview
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TOP 5 RESIDENT PAIN POINTS

The top five reported pain points reported by Washington State 
Residents when engaging with government services today:

1. Customer service and communication issues (19%)

2. Dissatisfaction with a service or benefit (15%)  

3. Information, clarity, and availability (14%)

4. Wait times (11%)

5. Difficulty with website functionality or gaps (9%) 
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Surveys and interviews indicate that regardless of whether their 
~§s|s~| ^f~¯® êq~s|q isqs®^zÏë ªk«sik|®« «r^ªk «s{sz^ª g~|gkª|« 
about where and how their data will be used. This highlights 
opportunities for the Resident Portal to:

Á Ensure the security of resident data

Á Put controls in place to restrict data sharing, protect 
resident privacy, and prevent mis -use of data that could 
lead to discrimination.

Today, Washington residents face major challenges when trying to access government services. The system is fragmented, 
with confusing and inconsistent interfaces that make it hard to find and use the services they need. 

Many people struggle with lengthy processes, such as filling out paperwork and dealing with multiple agencies that don't 
collaborate while serving an individual resident. These obstacles are especially difficult for those who need accessible and 
inclusive digital experiences, which are currently insufficient.

When residents are unable to self -serve, they are often forced to call or visit an in -person office, both of which represent 
higher -cost support channels for the state and create a more frustrating experience for residents.



W^«rs|q®~| «®^®kí« g¯ªªk|® ªk«sik|® 
experience intertwines with the soon -to-be 
deprecated single sign -on (SSO) 
solution: Secure Access Washington

Replacement of SAW is split between two 
WaTech initiatives:

Á The Identity Access Management 
initiative will replace SAW's 
SSOcapabilities

Á N"Wí« k¶s«®s|q g^§^fszs®sk« µszz fk 
folded into the new WA Resident 
Portal.

Secure Access 
Washington (SAW)
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SAW Capabilities Moving into Resident Portal

1. Saved Services
A resident -curated list of bookmarks that 

link from SAW to services a resident 
regularly uses, allowing that resident to 
quickly jump to the respective agency 
service after logging into SAW. This list is 
manually managed and maintained by 

the resident.

2. Service Finder
Residents can browse a list of all 
available state agency services, many of 
µrsgr g^| fk «^´ki ®~ ®rk ªk«sik|®í« 
saved services. Residents can search for 
a service by name, by agency, or by 
using a code provided by agency staff.

3. SAW Profile
" «s{§zk §ª~pszk p~ª ®rk ¯«kªí« ^gg~¯|®Î 7® 

®ª^gy« ®rk ¯«kªí« 4sª«® ^|i >^«® @^{kÏ 
email address, and phone number for 
MFA purposes. No further data about 
the user is centralized within SAW; all 
other data about a resident is managed 

individually by each agency.
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Market Research

Columbia River Gorge, WA



Market Research
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We evaluated the portal experience of 30 entities: 

Å 2 countries

Å 18 states

Å 3 counties

Å 2 cities

Å 5 private entities



Case Study: Ohio
A DE-+/@PM">7\/- ê"JJ NPBM/ë

https://ohid.ohio.gov/wps/portal/gov/ohid/home

https://innovateohio.gov/platform

Portal name : OHID
Link:  https://ohid.ohio.gov/wps/portal/gov/ohid/home  
User base:  Grew to 7M over ~3 -year time frame. Currently 30 -50K/month
Architecture & Administrative approach:  De-Centralized
Å A single resident -facing voice for Ohio that is managed centrally.
Å Single digital identity å OHID å used for platform and agency website logins
Å Enterprise services provided for other agencies to consume å see 

https://innovateohio.gov/platform . 
Å ê"§§ N®~ªkë §^ª^isq{Ï µs®r "§§« p~g¯«s|q ~| ~|k ~ª {~ªk «§kgspsg «kª´sgk ~ª 

process, rather than on an Agency. This seems easy for residents to understand. 
Å For apps with <50K users, each agency builds their own apps and uses self -

service tools to integrate.
Å For apps with >50K users, agencies need to engage a managed services 

vendor. 

Technologies used
ÅCurrently on HCL, on -prem (migrating to cloud -based CMS - Contentful )
ÅSocure identity service

Pain Points 
Å Biggest resident pains include the IAM and MFA, search / finding services, and 

getting support.
Å Biggest issue on admin side is platform stability å both HCL and the identity 

service provider (IBM).
Å Fraud management has become a significant area of focus.
Å Providing resident support: Currently larger apps have their own help desks on 

a centralized ServiceNow ITSM tool.
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Case Study: South Dakota
CENTRALIZED ON SERVICENOW

https://www.sd.gov/cs

Portal name : mySD
Link: https://www.sd.gov/cs  
User base: ~700K accounts
Architecture & Administrative approach:  Centralized
Å Centralized ServiceNow solution administered by the SD Bureau of 

Information & Telecommunications (BIT).
Å Administrative focus is on building agency workflows directly in 

ServiceNow.

Technologies used
ÅServiceNow, including the Public Sector Digital Services module
ÅSingle sign-on technology

Pain Points 
Å Customizing ServiceNow is difficult and expensive.
Å +¯«®~{ pk^®¯ªk« f¯sz® f· N- ^® ®rksª Ý*7Pí«Þ g~«® µkªk z^®kª ªk-sold as 

features to new ServiceNow customers.

Å Initial accelerated build should have included internal staff.
Å Nkª´sgk@~µí« g~|psq¯ª^®s~| k¶§kªsk|gk s« |~® s|®¯s®s´k ~ª k^«· ®~ ¯«kÎ
Å N-í« Nkª´sgk@~µ s« |~® p¯zz· s|®kqª^®ki ®~ k¶s«®s|q ^qk|g· f^gy-end 

systems and cannot be trusted as the system of record.
Å Nkª´sgk@~µ §ª~´sik« «~{k µ~ªypz~µ« ~¯® ~p ®rk f~¶Ï f¯® {~«® ~p N-í« 

workflows are custom -configured for each individual service.
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A True Portal 
Experience is Rare
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Of the 18 state experiences evaluated:

Á¿ÛÀ i~|í® r^´k ^ ¯|spski z~qs| k¶§kªsk|gk

ÁÀÛÁ i~|í® r^´k «¯§§~ª® p~ª §ª~pszk {^|^qk{k|® ^|i 
language translation

ÁÁÛÂ i~|í® r^´k gr^®Ï |~®spsg^®s~|«Ï ~ª ~|zs|k p~ª{« 
within their portal

Á Centralized payment processing, a user dashboard, 
and recommended services were each only found 
at 1 state.

Á Most common capability: Search with links to the 
respective agency website.

Sign In

Chat

Search

Schedule Appt

Notifications

Payments

Email opt In
Email contact 

form

Submit form 
online

Attach Documents

Language 
Translation

Manage sharing permissions Calendar of Events

Accessibility 
Support

Dashboard

Profile Mgmt

Process Status

Recommen
dations

Voice / Phone integration

Referral / Link to Agency

Referral to Non-
State Gov Entity

Key:

Purple Pink Orange Blue

text only = not present

12 + 7-9 5-8 3-4 Hollow 1 -2
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Digital Experience Platforms
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ÁLiferay uses native and ReactJS widgets to 
accelerate the development of reusable 
components that align with the desired 
Resident Portal's capabilities and enhance 
user experience. 

ÁAdditional research is needed on its back -
office, role management, react integration, 
and AI integration features.

ÁJahia is a highly customizable content 
management system that fully leverages 
ReactJS, enabling the integration of 
reusable React components into templated 
layouts. 

ÁAdditional research is needed on its back -
office, role management, react integrations, 
and AI integration capabilities.

ÁAs a growing leader in the digital public 
sector, ServiceNow is increasingly chosen 
by multiple states to build digital resident 
experiences.

ÁAlthough it offers less customization for 
resident -facing features, ServiceNow 
provides a wide range of out -of-the-box 
features and robust back -office capabilities.

We evaluated various digital experience platforms, and further research is needed to finalize the recommendation.  
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Market Research:  Top 10 Lessons Learned

Ç Prioritize Fraud Prevention 

Á Implement strong fraud management systems with 
effective identity proofing to protect residents.

Ç Collaboration with Agencies is Critical

Á Effective collaboration and change management across 
agencies are vital for successful implementation.

Ç User-Centric Design and Organization

Á Structure information according to resident actions 
rather than by agency (e.g., group license 
applications/renewals together) 

Ç Innovate with Industry Standards

Á Prkªkí« |~ «s|qzk ~pp-the-shelf solution. But we can still 
innovate while leveraging industry standard technology 
to minimize customization.

Ç  Easy Wins

Á Explore easy wins using portal designs that serve as link 
^qqªkq^®~ª«Î ÝPk||k««kkí« ?·P@ ^§§ g~{fs|k« 
integrated features with deep links to agency websites, 
providing a seamless navigation experience for 
residents).

Ç Ensure Platform Stability 

Á Platform stability is crucial for administrative operations. 
Ohio and South Dakota struggled with platform stability 
issues, particularly with HCL (for Ohio) and the identity 
service provider (IBM) in South Dakota.

Ç Budget Constraints and Integration Challenges 

ÁAgencies often face issues with low budgets. Ohio and South 
Dakota encountered challenges related to budget limitations 
that impacted their implementation strategies.

Ç  Leverage Leadership Support

ÁStrong involvement from state leadership is crucial. In Ohio, 
^ q~´kª|~ªí« {^|i^®k k|«¯ªki k^ªz· k|q^qk{k|® ^|i 
resource availability, ultimately leading to a contract with 
Deloitte and additional resources over time. 

Ç  User Experience and Feedback

ÁContinuous user feedback should inform future 
enhancements to the portal, ensuring that changes align with 
residents' needs.

Ç Improve Search and Navigation Features:

Á Invest in enhancing search functionality for easier access to 
services



Journey Maps

I-90 Trail, Seattle, WA



Journey Maps
The journey maps are stories that illustrate the future 

experience of various resident personas when using 

the Resident Portal to address their needs. 

The stories showcase key portal capabilities and how 

they transform the resident experience of engaging 

with their government. 

Journeys

1. Katherine

2. Manuela

3. Andrew
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Highlighted Capabilities

* Please refer to the Appendix for additional detail about 
the personas we reference in these journeys.



Katherine's Journey
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Katherine is a resident starting a new business in 
the State of Washington. Her journey highlights 
how the Washington State Resident Portal 
supports her and her accountant, Brian, 
throughout the process.

=^®rkªs|kí« x~¯ª|k· szz¯«®ª^®k« ®µ~ yk· ¯«kª 
personas:  
ÁRegulated Business and Professionals
ÁProfessional Supporter

JOURNEY AT-A-GLANCE



Manuela's Journey
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Manuela is a resident whose life was profoundly 
changed by an accident that resulted in the loss 

of her sight. Her journey highlights how the 
Washington State Resident Portal helped her 
regain confidence through the resources 
available in the State.

?^|¯kz^í« x~¯ª|k· szz¯«®ª^®k« ®µ~ yk· ¯«kª 
personas:  
ÁCasual Until Concerned Resident
ÁPublic Benefits Recipient 

JOURNEY AT-A-GLANCE



Andrew's Journey
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JOURNEY AT-A-GLANCE

Andrew is a military "lifer" finishing his last term 
and settling in Washington with his wife, Sarah, 
and their school -aged daughter, Olivia. Their 
journey highlights how the Washington State 
Resident Portal has been instrumental in helping 
them access essential resources for new 
residents.

Andrew's journey illustrates two key user 
personas:  
Á Informal Supporter
ÁCasual Until Concerned Resident 


