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A Portal for Washington
Residents
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Photograph by Woody, CC -BY 2.0

Tech

Washington Technology Solutions

T TR T

S S e Y




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

A Serve key resident segments
A Reflect the state population A Build trust

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

Goal #2: Connect residents to all
WA state government services

A Onboard agencies to the resident portal _

A Make services available on the portal services _

A Accurate Al-enabled recommendations A Increase awareness of community / non -profit
services
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digital experience

A Make the portal user -friendly and responsive

A Provide high -quality service

recommendations
A Build satisfaction
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Overview

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.

TOP 5 RESIDENT PAIN POINTS +B@N7-/ M"P7B@N W6/ @ é5B7@5 -757P" >@é
The top five reported pain points reported by Washington State Surveys and interviews indicate that regardless of whether their
Residents when engaging with government services today: ~8s|s~| ~"f~"® éqg~s|q isqs®*zlié& ak«sil

about where and how their data will be used. This highlights
opportunities for the Resident Portal to:

1. Customer service and communication issues (19%)

2.
3.
4.
5.

Dissatisfaction with a service or benefit (15%)

Information, clarity, and availability (14%) A Ensure the security of resident data

Wait times (11%) A Put controls in place to restrict data sharing, protect
resident privacy, and prevent mis -use of data that could

Difficulty with website functionality or gaps (9%) lead to discrimination




Good afternoon!

Secure Access ' - ) What can we help you access today?
Washington (SAW) 4

WA«rs| g@~| «®"@ki« g 2ik|® 2KSEIE| ©
experience intertwines with the soon -to-be
deprecated single sign -on (SSO)

Welcome to Secure Access Washington! To start using services from agencies around Washington, choose one from your list Services From

SO |Ut| On . Secure ACCGSS WaSh |ngt0n below or click the 'Add A New Service’ button. To see open job postings for the SAW Team, go to our jobs page. E\ 9]
. LL OF WASHINGTON
—
. . s A Ll k N
Re pl ace m ent Of SAW IS Spl It betvvee n tWO DOL License express website provided by Department of Licensing Access Now N k :

WaTech initiatives:

Department of Licensing: fo view/manage my driver, vehicle, and boat licenses.

Contact the help desk for Ix Remove from my list

-

A  The ldentity Access Management

. . . '
I n Itl atl Ve WI ” re pl ace SAW S Manage your current and past unemployment claims. Apply for unemployment beneiits, submit weekly claims, file appeals and more.
SSO Capab| I|t| es Contact the help desk for BCS Remove from my list

, Behavioral Health Reporting System provided by Health Care Authority Access Now
A N"Wi« kfs«®s| q gr8§"fszs®sKk« 77 K =

Behavioral Health Reporting System

fOIded |nt0 the new WA ReS|dent Contact the help desk for BHRS Remove from my list
Portal.

Unemployment eServices - for individuals provided by Employment Security Department Access Now

n WaTECh Launch Consulting 8




SAW Capabilities Moving into Resident Portal

() SecureAccess m
Ukbwashingt

Welcome to Secure Access Washington! To start using services from agencies around Washington, choose one from your list

below or click the ‘Add A New Service' button. To see open job postings for the SAW Team, go to our jobs page.
Add A New Service

DOL License express website provided by Department of Licensing
Department of Licensing: to view/manage my driver, vehicie, and boat licenses.
Contact the help desk for [x ~ Remave from my_list

Unemployment eServices - for individuals provided by Employment Security Department Access Now
‘Manage your current and past claims. Apply for benefits, submit weekly ciaims, file appeals and more.
Contact the help desk for BCS ~ Remave from my list

Behavioral Health Reporting System provided by Health Care Authority

Behavioral Heaith Reporting System
Contact the help desk for BHRS ~ Remove from my list

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.

[ WaTech
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ADVANCE NOTICE OF OIL TRANSFER

The Advance Notice of Oil Transfer (ANT) system is a web-based application that will capture and administer ANT, required
by WAC 173-180-215, WAC 173-184-100, and WAC 173-185-070, which are submitted by oil transferring activities.

AESTIVA APPLICATION

Purchase order system for the Military Department.

AIR QUALITY APPLICATION PORTAL

Approval for the Air Quality Application Portal is automatic. If it shows as Pending please cancel the request by clicking the
red Remove from my list and confirm by clicking REMOVE. Then re-request the Air Quality Application Portal

AIRCRAFT INTERNET REGISTRATION

2. Service Finder

Residents can browse a list of all

available state agency services, many of
ursgr g”| fk «*" ki ®~
saved services. Residents can search for

a service by name, by agency, or by

using a code provided by agency staff.

ACCOUNT *
3 £33 D 3 @

Espafiol

Manage Your Profile

Required Information

Username
Kevinckrupp

First And Last Name

This is the name you used for Identity Verification (IDV). It cannot be changed. If you wish to use a
different name, please create a new account.

Kevin Krupp

Primary Email

3. SAW Profile

" «s{8zk
®2 gy« ®r k T «k?i«
®r kemdil kddresis, larjd @Hore 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.

Launch Consulting
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Market Research

Columbia River Gorge, WA
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Market Research

We evaluated the portal experience of 30 entities:
2 countries

18 states

3 counties

2 cities

To Do o Io I

5 private entities
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Case Study: Ohio

ADE-+/ @PM" >7\/ - &"JJ NPBM/ & SOHID

Ohio's Digital Identity.
One Stat ne Account.

Register ance, use tate of Ohio

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

My Apps App Store Account Settings

A Asingle resident -facing voice for Ohio that is managed centrally.

A Single digital identity &OHID &used for platform and agency website logins

A Enterprise services provided for other agencies to consume asee Secure access to
https://innovateohio.gov/platform . mmpmpare  State of Ohio services

A é"88§ N®~2ke §rarisq{l us®r "8§8§« p~g «s|q el i oo
process, rather than on an Agency. This seems easy for residents to understand. '

A For apps with <50K users, each agency builds their own apps and uses self - —_
service tools to integrate.

A For apps with >50K users, agencies need to engage a managed services
vendor.

Technologies used «

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

Pain Points

A Biggest resident pains include the IAM and MFA, search / finding services, and
getting support.

A Biggest issue on admin side is platform stability &both HCL and the identity ! -
service provider (IBM).

A Fraud management has become a significant area of focus. “ : @

A Providing resident support: Currently larger apps have their own help desks on
a centralized ServiceNow ITSM tool.

WaTech
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https://ohid.ohio.gov/wps/portal/gov/ohid/home
https://innovateohio.gov/platform

Case Study: South Dakota

CENTRALIZED ON SERVICENOW

Sl

Portal name : mySD

Link: https://www.sd.gov/cs e o ot you can e your

User base: ~700K accounts Dorit have an account? A mySD account will let you access

Architecture & Administrative approach: Centralized o senees g ngle semane and

A Centralized ServiceNow solution administered by the SD Bureau of If you have trouble My Requests oo (@S]

Portal Login Help |

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

Online Services  Government Business Jobs Travel News Contact

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

Pain Points
A Customizing ServiceNow is difficult and expensive. )
A+ «®~{ pk*"® 2k« f sz® f- N- -sOl®Res®r ksa Y*7Pi«

features to new ServiceNow customers.

A Initial accelerated build should have included internal staff. T ey
A Nk2 sgk@-pui« g~|psgq 2"®s~|] kfT8k2ask|gk s« |~® s|® s® K ~2 K~ «- ®~ «KI1
A N-i« Nk2a sgk@-p s« | ~® p zz- -enl ®kq2 *®ki ®~ kfs«®s|q ~qgk|g- f~rgy
systems and cannot be trusted as the system of record.
A Nk2 sgk@pu 82~ sik« «~{k p~2ypz~p« ~ ® ~p ®rk f~1 f ® {~«® ~p N-i«

workflows are custom -configured for each individual service.

n vvaiculil
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https://www.sd.gov/cs

A True Portal

/| V'>Q"P/ - +"J"*7>7P7/ND (& NP"P/ @&JBMP">é
Of the 18 state experiences evaluated: Search Referral / Link to Agency
A¢UOA i~]i® r~"k » spski
AAUA i~|]i® r~"" k « §8~2@® p-~2

language translation
AAUOA i ~]i® r~" "k gr~®l | ~®spsg
ithi . i Notifications REIETE ] DIV
within their portal Profile Mgmt State Gov Entity
A Centralized payment prqcessing, a user dashboard, | Payments
and recommended services were each only found Accessibility  Submit form
Language Support online Dashboard
at 1 state. -
Translation .
. . ] ] Email contact Recommen Email opt In
A Most common capability: Search with links to the form dations
respective agency website. Voice / Phone integration Schedule Appt Attach Documents Process Status
Manage sharing permissions Calendar of Events
Key:
12+ 79 5-8 3-4 1-2
text only = NOt present
n WaTECh Launch Consulting 14
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Digital Experience Platforms

We evaluated various digital experience platforms, and further research is needed to finalize the recommendation.

@ Liferay

@ Permissions: T
@ Ppublication user ingle-Sign-On (SSO)

———x
e D)

Update Discussion

{' Expedite data access l TA._Onboarding Journeys .

A 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.

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

[ WaTech

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

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

servicenow.

Your government working for you

Our mi nect people to public services and information, quickly and easily, via &
comm: ir chol

nel of their choice.

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

A 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.

Launch Consulting
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Market Research: Top 10 Lessons Learned

C Prioritize Fraud Prevention

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

C Collaboration with Agencies is Ciritical

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

C User-Centric Design and Organization

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

C Innovate with Industry Standards

A Prkaki« | ~theeslself splation. Bupye can still
innovate while leveraging industry standard technology
to minimize customization.

C Easy Wins
A Explore easy wins using portal designs that serve as link
"ggakgr®~2«l YPK]| | k««kki«
integrated features with deep links to agency websites,

providing a seamless navigation experience for
residents).

Washington Technology Solutions

? .

C Ensure Platform Stability

A 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.

C Budget Constraints and Integration Challenges

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

C Leverage Leadership Support

A Strong involvement from state leadership is crucial. In Ohio,
Nog~T k] ~2 i« M M®K K o« 2K
resource availability, ultimately leading to a contract with
Deloitte and additional resources over time.

C User Experience and Feedback

A Continuous user feedback should inform future
enhancements to the portal, ensuring that changes align with

P@ "8 8 cdhentsTndebisk «

C Improve Search and Navigation Features:

A Invest in enhancing search functionality for easier access to
services

kn~az.



Journey Maps

1-90 Trail, Seattle, WA
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Journey Maps

The journey maps are stories that illustrate the future Highlighted Capabilities
experience of various resident personas when using
the Resident Portal to address their needs.

PROFILE MANAGEMENT ‘ ‘ APPLY FOR A SERVICE

Apply with Profile

Applications con live on on
Agency site, but still be
connected to the Portals dota so
the user can opt-in to using their
profile information in a form.

Personal & Household Profiles

The stories showcase key portal capabilities and how
they transform the resident experience of engaging 3
with their government. S

Adt Dege. Role-Based Permissions
Create delegates and manage
their access ta a profile you own,

Responsive Format
Access oppiications from any device.

Journeys
1. Katherine

o Manuela i — B b
3.  Andrew

to their profile for later use.

Find & Share Portal Content
Learn about ogencies ond
P their services direchy in the
Content ond services are proactively Portal. Content & links from Resident or Business Dashboards
recommended based on information the resident portal can be (P ... (oK of services ond other
in the user's profile or their activity. shared to other people. - — important things in one place.
1
P
—_— L Srgatra @

Services can provide the status of an

OMNI CHANNEL | |
Track Application Status

Accessible
¥ou can interact with the

* Please refer to the Appendix for additional detail about P
:
|+ —

application directly o the user’s
dashboard.

the personas we reference in these journeys. @

v SMS Notifications
The user can opt-in to be
notified via SMS or other
modes.

[ WaTech
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Katherine's Journey

aé JOURNEY AT-A-GLANCE

My business license is approved.
| can now create a business profile.

Update Your Business License

—

@
ve

Get . Business o ’ Delegate
Information " Profile . Permissions
) ) ) ) )
A J N4 A J
Application | # wewermewe ¢ Updatelicense ==
Katherine is a resident starting a new business in i Tracking &
Katherine Notifications

the State of Washington. Her journey highlights
how the Washington State Resident Portal
supports her and her accountant, Brian,
throughout the process.

="®rka®s| ki« x~ 2]k szz «®
personas: File ol s i
A Regulated Business and Professionals Taxes o
A Professional Supporter A A A~
J - J
Delegated Get
Access = Notified

[ WaTech
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Manuela's Journey

The WA.gov Resident Portal has a chatbot that works
with voice interaction!

JOURNEY AT-A-GLANCE

The portal's chatbot was helpful because, aside from
the voice prompt | gave, it asked me some questions
about my life and circumstances. Then, it returned a
whole bunch of services that | had no idea the state
offered!

J BigrootBot will

J Bigrootsotwill
help you find it...

help you ind .. =3 Service
Apply (((?. Recommendations
O— O
Manuela is a resident whose life was profoundly Voice E——3
changed by an accident that resulted in the loss Initeractions 1
of her sight. Her journey highlights how the el |Omm—
Washington State Resident Portal helped her
regain confidence through the resources ° 0o
available in the State. —
?r | kzMNi« x~ 2] k- szz «®2*"®k« ®u~ yk- «k?

personas:
A Casual Until Concerned Resident
A Public Benefits Recipient

WaTech
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Andrew's Journey

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:

A Informal Supporter

A Casual Until Concerned Resident

\AJ =
WaTech
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JOURNEY AT-A-GLANCE



