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A Portal for Washington 
Residents

Enumclaw, WA
Photograph by Woody, CC-BY 2.0



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
• Serve key resident segments
• Reflect the state population

Goal #2: Connect residents to all 
WA state government services
• Onboard agencies to the resident portal
• Make services available on the portal
• Increase use of digital channels
• Accurate AI-enabled recommendations

Goal #3: Improve residents’ 
digital experience
• Make the portal user-friendly and responsive
• Provide high-quality service 

recommendations
• Build satisfaction

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

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

services
• Increase awareness of local government services
• 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%) 

CONSIDERATIONS WHEN “GOING DIGITAL”

Surveys and interviews indicate that regardless of whether their 
opinion about “going digital,” residents share similar concerns 
about where and how their data will be used. This highlights 
opportunities for the Resident Portal to:

▪ Ensure the security of resident data

▪ 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.



Washington state’s current resident 
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:

▪ The Identity Access Management 
initiative will replace SAW's 
SSO capabilities

▪ SAW’s existing capabilities will be 
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 
which can be saved to the resident’s 
saved services. Residents can search for 
a service by name, by agency, or by 
using a code provided by agency staff.

3. SAW Profile
A simple profile for the user’s account. It 

tracks the user’s First and Last Name, 
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: 

• 2 countries

• 18 states

• 3 counties

• 2 cities

• 5 private entities



Case Study: Ohio
A DE-CENTRALIZED “APP STORE”

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
• A single resident-facing voice for Ohio that is managed centrally.
• Single digital identity – OHID – used for platform and agency website logins
• Enterprise services provided for other agencies to consume – see 

https://innovateohio.gov/platform. 
• “App Store” paradigm, with Apps focusing on one or more specific service or 

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

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

vendor. 

Technologies used
• Currently on HCL, on-prem (migrating to cloud-based CMS - Contentful)
• Socure identity service

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

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

service provider (IBM).
• Fraud management has become a significant area of focus.
• 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
• Centralized ServiceNow solution administered by the SD Bureau of 

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

ServiceNow.

Technologies used
• ServiceNow, including the Public Sector Digital Services module
• Single sign-on technology

Pain Points 
• Customizing ServiceNow is difficult and expensive.
• Custom features built by SD at their (BIT’s) cost were later re-sold as 

features to new ServiceNow customers.

• Initial accelerated build should have included internal staff.
• ServiceNow’s configuration experience is not intuitive or easy to use.
• SD’s ServiceNow is not fully integrated to existing agency back-end 

systems and cannot be trusted as the system of record.
• ServiceNow provides some workflows out of the box, but most of SD’s 

workflows are custom-configured for each individual service.

Launch Consulting  13

https://www.sd.gov/cs


A True Portal 
Experience is Rare
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Of the 18 state experiences evaluated:

▪ 1/2 don’t have a unified login experience

▪ 2/3 don’t have support for profile management and 
language translation

▪ 3/4 don’t have chat, notifications, or online forms 
within their portal

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

▪ 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

EVALUATED CAPABILITIES: 18 STATE “PORTAL” SITES



Digital Experience Platforms
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▪ Liferay 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. 

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

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

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

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

▪ Although 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.  



Launch Consulting  16Launch Consulting  16

Market Research:  Top 10 Lessons Learned

❑ Prioritize Fraud Prevention 

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

❑ Collaboration with Agencies is Critical

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

❑ User-Centric Design and Organization

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

❑ Innovate with Industry Standards

▪ There’s no single off-the-shelf solution. But we can still 
innovate while leveraging industry standard technology 
to minimize customization.

❑  Easy Wins

▪ Explore easy wins using portal designs that serve as link 
aggregators. (Tennessee’s MyTN app combines 
integrated features with deep links to agency websites, 
providing a seamless navigation experience for 
residents).

❑ Ensure Platform Stability 

▪ 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.

❑ Budget Constraints and Integration Challenges 

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

❑  Leverage Leadership Support

▪ Strong involvement from state leadership is crucial. In Ohio, 
a governor’s mandate ensured early engagement and 
resource availability, ultimately leading to a contract with 
Deloitte and additional resources over time. 

❑  User Experience and Feedback

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

❑ Improve Search and Navigation Features:

▪ 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.

Katherine’s journey illustrates two key user 
personas:  
▪ Regulated Business and Professionals
▪ Professional 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.

Manuela’s journey illustrates two key user 
personas:  
▪ Casual Until Concerned Resident
▪ Public 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:  
▪ Informal Supporter
▪ Casual Until Concerned Resident 



Capital High School, Olympia, WA

Unlocking the Resident 
Experience



A Modern Tech Stack

Personalization

Creating a unique experience 
tailored to each resident 
through the use of AI 
recommendations, the ability to 
customize areas of the portal 

and more. 
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The Technical and Architecture Requirements documentation describes how to enable 
the key elements of the new Resident Portal experience. These key elements are 
central to achieving the goals and vision outlined in this engagement. 

Artificial Intelligence: 
Big Foot Bot

Re-imagined ways of interacting with 
the portal through a chat bot would 
allow residents to easily find what 
they need and even fill out 
applications.

Agency Service 
Integration Tiers

Allowing residents to access 
services directly will enable 
advanced capabilities like applying 
with Big Foot Bot. At other levels of 
integration, the user will be able to 
access some shared features  and 
get status updates from services 
they have applied to.

Data Privacy & Security

Give residents control of their 
data to build trust while 
allowing data to flow seamlessly 
as they interact with various 
agencies.



Personalization
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The Resident Portal offers various forms of 
personalization to enhance user experience and 
engagement. Some of the key personalization 
features include: 

1. Recommended Content and Services: The system 
highlights relevant content and services based on user 
data and interest

2. Personalized task list and prompts: Automatically 
generates a tailored list of tasks for users to reference, 
aligned with their applied-for and active services.

3. Permissions/preference-based dashboards: The 
system adjusts the content of the My Services 
Dashboard based on user preferences,  permissions 
(e.g., Profile owner, Delegated user) and the type of 
Profile (e.g., personal, professional)

E.g.: Personalized prompts to help user navigate the 
next steps in establishing their business

E.g.: Dashboard of a resident highlighting recommended content and services
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What is Big Foot Bot?
▪ Artificial Intelligence incorporated into the 

platform to improve the user experience.
▪ This includes a conversational experience that a 

user can engage with any time they are in the 
portal. 

Big Foot Bot is the face of the services that leverage AI to provide the 
residents an unrivaled experience 

Artificial Intelligence: Big Foot Bot

What can it do?
▪ Determine the "next best action": Recommend the 

most relevant or optimal action for a user 
▪ Enhance search results: Providing more accurate and 

relevant results by understanding the user's context.
▪ Make personalized recommendations: Analyze user 

data to recommend services or content that match the 
user's preferences

▪ Have conversations with residents: Enable residents 
to interact with chatbots and voice assistants to access 
information, make appointments, apply for services, or 
complete transactions through natural language.



Big Foot Bot – Example
USE CASE
Big Foot Bot automates the campsite reservation process

FUNCTIONALITY: 
▪ Big Foot Bot conducts a search within an integrated 

campground reservation service.
▪ Fills out the reservation form using the resident's profile data, 

ensuring a quick and seamless booking experience.
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TIER 1: Fully Integrated TIER 2: Agency Backend TIER 3: Hybrid

Agency Service Integration Tiers

FRONT END

DESCRIPTION

WATech Roadmap

BACK-END

Agency service built into the Resident 
Portal from the ground up; full front-end 
and back-end integration.

Agency service with a new front end for 
the Resident Portal; backend utilizes 
existing agency resources.

Hybrid agency service using Resident Portal 
resources for some shared experiences. 
Resident Portal directs residents to the 
agency's site.

The integration levels refer to how a specific service is provided by the agency. Since 
agencies offer various services, each one can have a different level of integration and 
can be added to the portal at different times.
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Data Privacy & Security
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Consolidating commonly used data (e.g., 

addresses, phone numbers, emails) into a 

centralized Resident Profile simplifies 

data management across multiple State 

Agencies.

▪ Residents only need to update contact 

information or notification preferences 

once. 

▪ Works with Identity Management 

(IDM) and Identity Verification (IDV) to 

eliminate repeated uploading of 

sensitive documentation.

▪ Puts the resident in control of which 

agencies and individuals have access 

to specific  data.



Data Privacy & Security
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Agencies Exchanging Data - Not Many to Many

Gaining Resident Consent Builds Trust

▪ Ensuring data collection and usage remains transparent to 

residents is critical to retaining resident trust in the Resident Portal 

and the State government.

▪ The Resident Portal must actively seek consent from residents 

before sharing their data.

▪ The Resident Portal should encourage, enable, and facilitate 

residents to manage their shared data effectively.

Laws and policies limit data sharing

▪ Establishing a data sharing agreement between 

WaTech and each agency during onboarding allows 

the Resident Portal to obtain and display to the 

residents’ data to them.

▪ This agreement does NOT allow WaTech to share the 

received data with other agencies. 



Recommendations Summary
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User Interfaces

Big Foot Bot | AI

User Interface Recommendations

Web & Mobile React

Contact Center Amazon Connect (Preselected by WaTech)

Campaign Engine [TBD:  Amazon Connect | Twilio]

Digital Experience Platform [TBD:  Liferay | Jahia | Service Now]

Amazon Centric AI Approach Microsoft Centric AI Approach

Large Language Model (LLM) Amazon Bedrock Azure OpenAI (includes GPT-3/4 & Codex)

Next Best Action (NBA) Engine Amazon Personalize Azure Personalizer

Conversational API Amazon Lex Azure Bot Service with LUIS

Intelligent Search Amazon Kendra Azure Cognitive Search

Web Crawler Amazon Kendra Web Crawler BA Insight Website Crawler & Azure Cognitive Search

Drupal Connector & Indexer Amazon Kendra Drupal Configuration Raytion Drupal Connector & Azure Cognitive Search



Building a Roadmap

Colfax, WA



Resident Portal 
Implementation Strategy
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RESIDENT IAM 
MVP

QUICK 
WINS

RESIDENT PORTAL 
MVP

AGENCY CAPABILITY 
COHORT STRATEGY

WaTech’s IAM initiative 
depends on the 

migration of SAW 
capabilities (e.g. service 
finder) into a new 
solution. Prioritizing 
replacement of these 

capabilities enables and 
reduces the scope of the 
IAM initiative.

Demonstrating early 
success is crucial for 

continuing to build 
momentum and confidence 
in the Resident Portal 
initiative. Two possible 
“quick win” features can be 

developed and released in 
parallel with the Current 
State Replacement effort.

With the current state 
capabilities migrated, 
Resident Portal can begin 
expanding its capabilities 
into a true MVP that 
creates an enticing value 
proposition to residents 
and agencies.

Further development of the 
portal will focus on 

ongoing collaboration with 
agencies on defining and 
prioritizing features and 
enhancements that will 
provide the highest value.

4 52 31

BUILD 
MOMENTUM

WaTech builds early 
momentum for the 
Resident Portal 
development via at least 
one technical Proof of 
Concept and the 
alignment of 
interconnected initiatives.



Resident Portal Roadmap: High-Level Sequencing
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Build 
       Momentum
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WaTech builds early momentum for the Resident Portal 
development via at least one technical Proof of Concept 
and the alignment of interconnected supporting initiatives 
such as IAM and IDV.

1



Resident IAM 
       MVP
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Starting with the disbursement of funds mid-2025, the 
Resident Portal will initially prioritize the replacement of 
the existing SAW capabilities that are outside of the IAM 
initiative’s scope, such as Service Finder and profile 
management, with the goal of unlocking the ability for 
WaTech to begin migrating off of SAW in early 2026.

CAPABILITIES

2

▪ Create & Delete 
Resident Account

▪ Unique Resident 
Identifier

▪ Create & Manage a 
Personal Profile

▪ Browse, sort, and filter 
Services

▪ Find and contact an 
Agency

▪ Services Dashboard: 
See a List of My 
Services

▪ Technical Support 

▪ Knowledge Base

▪ Share Resident Portal 
content with others

▪ Translation Support

▪ Consolidate/Transition 
SAW Accounts



Quick Wins

Demonstrating early success is crucial for building 
momentum and confidence in the Resident Portal 
initiative.

Parallel to the Current State Replacement effort, WaTech 
can gain early quick wins by focusing on two smaller 
features that will support anonymous users and begin 
to engage agencies in collaborating in the portal 
experience.

1. Service Finder
A preliminary unauthenticated experience that 
provides residents with links out to various 
agencies.

2. Unified Navigation
A reusable component and standard header for 
Agencies to add to their websites that links back to 
the Portal.

3
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Resident Portal 
       MVP

4

A set of initial capabilities and enhancements that create an 
enticing value proposition to residents and agencies.

CAPABILITIES

• Personalized service recommendations

• Automatic, proactive service recommendations

• Enriched services information

• Separate professional/business profile

• Services Dashboard: See the status of applications and 
services

• Single point of entry for technical support queries

• Alerts, updates, reminders, & notifications

• Enhancements to Favorites

• Personalized preferences (e.g. language & notifications)
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Agency Capability 
        Cohort Strategy
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Beginning Q3 2025 as part of the Resident Portal MVP 
initiative, WaTech will begin to use a long-term approach to 
implementation that actively seeks partnership and 
collaboration with state agencies for identifying, prioritizing, 
and implementing new Resident Portal features and 
enhancements.

Rather than investing time in features agencies won’t use, the 
Agency Capability Cohort Strategy follows a three-stage 
approach: 

1. Cohort Planning & Scope Definition: WaTech identifies a 
collection of new capabilities and a few partner agencies to 
collaborate with on their development. Together, WaTech 
and the selected partner agencies decide which 
capabilities are the most practical and highest value.

2. Cohort Implementation: WaTech and the partner 
agencies collaborate on the development and 
implementation of the selected capabilities.

3. Cohort Go-Live and Rollout: Once development is 
complete, the implementation goes live according to a go-
live plan, the partner agency staff receives training, and 
legacy technologies are sunset.
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Snoqualmie National Forest, WA

Capabilities: 
Defining What 
Residents Need to 
Accomplish
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Resident Portal Capabilities

We employed a human-centered process to 
define the resident capabilities that the 
Resident Portal should enable.

1. Intake existing user research (survey and 
interviews) and personas

2. Conduct interviews of representative Agency 
partners for additional context about their 
experience.

3. Identify resident activities (tasks and goals they 
wished to accomplish) and pain that needed 
solutions.

4. Ideate opportunities for resident pain points.

5. Synthesize into capability definitions, informed 
by Market Scan information.

6. Iterate and refine.
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Resident Portal Capabilities - Overview
The resulting set of capabilities aligns at a high level with a resident journey, solving the needs presented at each phase. During iteration, we classified 
the capabilities as either core to the Resident Portal, candidates for integrations with the portal, back office, administrat ive (WaTech) and other. 

Note: Summary of the capability details can be found in the appendix below



Valleyfest, Spokane Valley, WA
Photograph by Myk Crawford, CC-BY 2.0

Next Steps
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Next Steps for the Resident Portal
A roadmap is just the beginning of an adventure. Here are the immediate next steps Launch 
recommends for WaTech:

VISION, OBJECTIVES & GOALS

❑ Share with agency partners

▪ Identify mutual alignments 

❑ Success Measures

▪ Determine a baseline measure for 
each success measure

▪ Contextualize each success measure 
to set target values and dates

▪ Refine success measures iteratively, 
as the Roadmap is implemented

MARKET RESEARCH

❑ Continue conversations with States

▪ Organize discussions with 
representatives from Tennessee, 
Maryland, and Utah to learn about 
their state portals

TECH REQUIREMENTS

❑ Continue evaluating digital experience 
platforms: LifeRay, Jahia, and ServiceNow

❑ Explore prototypes for key portal enablers: 

▪ Big Foot Bot | AI, Digital Experience 
Platforms, Agency Integrations, Shared 
Services

❑ Data Architecture Discussions

▪ Continue data architecture discussions 
with other initiatives overlapping and 
touching the boundary of the Resident 
Portal

❑ Cost Analysis and Pricing

▪ Request enterprise pricing and cost 
model options for software solutions 
under consideration, to evaluate budget 
implications and maximize ROI.

OTHER / GENERAL

❑ Craft a Marketing / Pitch Deck

❑ Leverage roadmap for RFP creation

❑ Port the roadmap into a management tool 
such as ProductPlan



Lake Twenty-Two, Granite Falls, WA

Thank You!



Washington State Ferry, Puget Sound, WA

Appendix
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Personas Reference (1)

Prior to the beginning of the Resident 
Portal Roadmap engagement, WaTech 
conducted user research culminating 
in 5 personas that fundamentally 
informed the roadmap definition. The 
personas information is represented 
here for context.
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Personas Reference (2)
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Personas Reference (3)
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Personas Reference (4)
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Personas Reference (5)
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Personas Reference (6)
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Resident Portal Capabilities – Detail (1)

Capability Description Expected Business Outcomes

Content The Content section is a compilation of the information and 
content needs indicated by user research. Content will be 
enriched via AI where applicable.

• Reduced support inquiries and cost
• Improved resident satisfaction

Supports GOAL #3

Share Portal 
Content

The Share Portal Content capability enables users to easily 
share content such as custom search results, agency contact 
info, and URLs via a variety of methods and channels.

• Broader visibility and awareness of the 
Resident Portal and its content.

Supports GOAL #1

Content 
Management

The Content Management capability enables the creation and 
management of all types of Resident Portal content.

• Increased efficiency in creating and 
managing resident content in a way de-
coupled from IT infrastructure.

Supports GOAL #3

Service Finder The Service Finder capability enables foundational Services 
search and browsing features. Recommendations are based on 
available data. For unauthenticated users, the 
recommendations are based on user inputs to a search field or 
wizard questionnaire, business rules, and information about 
services and agencies. 

• Reduced support inquiries and cost
• Increased use of services by qualified 

residents
• Improved resident satisfaction

Supports GOALS #2 and #3
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Resident Portal Capabilities – Detail (2)

Capability Description Expected Business Outcomes

Profile Management The Profile Management capability enables Residents to 
establish and manage all aspects of personal, 
professional, and subsidiary profiles. 

• Reduced support inquiries and cost
• Improved quality of data about residents, leading to 

improved insights
• Increased resident autonomy, trust, and satisfaction

Supports GOALS #3 and #4

Personalized 
Recommendations

The Personalized Recommendations capability provides 
authenticated Residents with service recommendations 
that are informed by a resident's profile information and 
services history. The recommendations may be served 
automatically (e.g., when profile information is updated) 
or as a result of a manual query or questionnaire.

• Reduced support inquiries and cost
• Increased use of services by qualified residents
• Improved resident satisfaction

Supports GOALS #2 and #3

Document Storage The Document Storage capability enables Residents to 
store frequently-used files related to services 
applications.

• Increased ease of use and efficiency for residents 

Supports GOAL #3

Favorites The Favorites capability allows users to save and 
manage links to Resident Portal materials such as 
recommended services and informational content.

• Improved data and insights about resident behavior 
and preferences 

• Improved resident satisfaction

Supports GOALS #2 and #3
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Resident Portal Capabilities – Detail (3)

Capability Description Expected Business Outcomes

Apply for a Service The Apply for a Service capability enables the 
automatic and manual completion of a wide variety 
of process flows / workflows. This includes one-
time and recurring renewals.

• Reduced time spent in application processes
• Increased use of services by qualified residents 
• Increased on-time fee payments

Supports GOALS #1, #2 and #3

Book a Resource The Book a Resource capability enables automatic 
and manual reservations of locations (such as a 
campsite or event venue), and physical resources. 
This is a subset of the Apply for a Service 
capability.

• Reduced time spent in resource booking processes
• Increased use of resources by qualified residents 

Supports GOALS #2 and #3

Book Time The Book Time capability enables automatic and 
manual reservations of calendar time (such as on 
an individual calendar or Agency schedule). This is 
a subset of the Apply for a Service capability.

• Increased scheduling efficiency 

Supports GOAL #2

Payment The Payment capability enables payments by 
residents and payment processing by Agency 
personnel. 

• Increased on-time fee and fine payments
• Increased resident satisfaction

Supports GOALS #2 and #3

Service Application 
Processing

The Service Application Processing capability 
enables automatic and manual administering of all 
types of Resident service applications by an 
automated process, Agency employee, or other 
authorized personnel. 

• Increased efficiency of back-office application 
processing

• Accelerated time to service

Supports GOALS #2, #3, and #4

Workflow Builder The Workflow Builder capability enables the 
creation and management of Apply for a Service 
processes.

• Improved ability to create and maintain efficient 
application workflows that suit Agency needs

Supports GOAL #2
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Resident Portal Capabilities – Detail (4)

Capability Description Expected Business Outcomes

My Services 
Dashboard

The My Services Dashboard capability provides 
Residents with timely information and guidance about 
their own active services and those of other profiles for 
which they have permissions or delegated access. The 
content of the Dashboard adjusts based on the type of 
Profile (personal, professional) and permissions.

• Reduced support inquiries and cost
• Increased timeliness of renewals and 

corrections
• Increased use of services by qualified 

residents

Supports GOALS #2 and #3

Planner The Planner capability enables automatic and manual 
task creation, prioritization, scheduling, and 
management.

• Increased quality of application content
• Increased use of services by qualified 

residents

Supports GOALS #2 and #3
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Resident Portal Capabilities – Detail (5)

Capability Description Expected Business Outcomes

Technical Support The Technical Support capability provides passive and active 
technical support for Resident Portal users.

• Reduced support inquiries and cost
• Improved customer trust and satisfaction

Supports GOALS #3 and #4
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Resident Portal Capabilities – Detail (6)

Capability Description Expected Business Outcomes

Business Insights The Business Insights capability enables automatic and 
manual report creation and management.

• Improved resident insights across the Resident 
Portal, enhancing data-driven decision making

Supports GOAL #1

Omni-Channel 
Communications

The Omni-Channel Communications capability enables 
automatic and manual communications via selected channels, 
including one-way (no reply option available) and two-way.

• Improved communications with residents, 
including those with disabilities

• Increased resident awareness and satisfaction
• Reduced support inquiries and cost

Supports GOALS #1, #2, and #3

Resident Feedback The Feedback capability enables the gathering and analysis 
of Resident feedback.

• Improved resident insights and alignment with 
their needs

• Increased resident satisfaction and trust

Supports GOALS #1, #2, #3, and #4

Fraud Management The Fraud Management capability enables automatic and 
manual identification and administration of potential fraud. 

• Reduced fraud
• Reduced “false positive” application denials 

for qualified, non-fraudulent residents

Supports GOALS #1 and #2

Agency Kit The Agency Kit is a searchable collection of policies, 
guidelines, templates, and other resources that enable 
agencies to successfully prepare for and manage their 
integration with the Resident Portal. 

• Streamlined integration process for agency 
partners

Supports GOAL #2

Portal Administration The Portal Administration capability enables management of 
Resident Portal user groups, permissions, and settings, 
among other features.

• Foundational, ongoing ability to manage the 
Resident Portal in an efficient manner

Supports GOAL #4



 Launch Consulting  58

Resident Portal Capabilities – Detail (7)

Capability Description Expected Business Outcomes

Non-Functional 
Requirements

Non-Functional Requirements include important user 
experience requirements such as accessibility and usability 
that should be considered for each functional capability.

• Increased compliance with accessibility 
requirements for government

• Increased ease and coherence of the Resident 
Portal experience

• Increased resident satisfaction and trust

Supports GOALS #3 and #4

AI (“BigFoot Bot”) The BigFootBot AI capability enables intelligent search 
results, personalized recommendations, conversational 
guidance, and white glove assistance - all powered by AI.

• Accelerated solutions to meet resident needs
• Reduced support inquiries and cost
• Increased process efficiency
• Increased resident satisfaction

Supports GOALS #1, #2, and #3
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