
Access WA Website Redesign
Steering Committee Meeting

January 30, 2020



Agenda for today

• Introductions
• Project goals
• Project governance
• Overview of the Access WA website
• Peer review results
• User survey results
• Next steps



Introductions
• Name

• Agency

• Role

• If you could rid the world of 
one thing, what would it be?
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WaTech Web and User 
Experience Team

We’re a team of Drupal Developers who design, develop and 
support websites for other government agencies. We own Access 
Washington from a technical and budget perspective. We also 
provide brokered User Experience Consulting services.
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Anthro-Tech
We’re a user-centered design consultancy focused on 
government agencies, nonprofits, and enterprises with a social-
impact mission.



Project Goals

• Establish a steering committee for the redesign project, and one for 
ongoing product ownership

• Conduct user and stakeholder research to identify the website’s purpose 
and redesign plan

• Develop plans and processes to gather and maintain website content 
and host it using a robust content management system (Drupal)

• Redesign the website using a user-centered approach
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Phase I project plan

• Discovery: November – December 2019

 Review website analytics
 Conduct a peer review

• User research: December 2019 – March 2020

 Establish steering committee
 Survey WA residents and visitors
• Interview stakeholders
• Develop personas

• Identify the website purpose and redesign goals: March 2020

• Develop content improvement plan: April 2020

• Develop governance plan: May 2020
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Project Governance

Steering Committee

• Meet monthly to help set direction for the Access WA website

• Set priorities and ensure alignment with other priority projects

• Provide business oversight and input

• Coordinate communication with other members of your organization as needed

• Encourage your agencies to support content improvement for the website

• Member agencies: ARTS, DES, DFW, DOC, DOH, DOL, DOR, ESD, L&I, OFM, 
ORIA, ResultsWA, UTC, WaTech, and WSDOT
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Project Governance

Core team

• Execute project tasks, involve stakeholders, and share milestones

• Members from WaTech

• Wendy Wickstrom, Web and User Experience Manager

• Josh Lightfoot, Drupal Web Developer

• Dina Darrin, Web Designer and Developer

• Members from Anthro-Tech

• Shaughn FitzGerald, UX Project Manager

• Camy Naasz, Senior User-Centered Design Consultant

• Yeva Tynkova, UX Researcher
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Overview of the 
Access WA website



History of Design Improvements
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2005 2009 2012 2020



Quick Stats
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~ 900 pages

1 subsite (contact.wa.gov)

~ 3,000 average daily visits

~ 1.5 pages per visit

68% from a desktop

Top pages viewed:
• Become a resident
• Get a job
• Current news



Monthly traffic over the years
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Note: Date range includes nearly 8 years of data (from June 14th, 2012 to December 6th, 2019).
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Google Analytics started tracking website traffic in June 2012.
Traffic increased the most in 2013 and has been declining since. 
The largest annual decline (-36%) occurred in 2018. 



Static design for desktop, not mobile
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Screenshot of site on desktop Screenshot of site on mobile



Content is not accessible 
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Washington State 

requires agencies to 

meet web accessibility 

standards in Policy 188 

in support of Federal 

ADA Section 508



Little stakeholder involvement

• No easy way for agencies to contribute content

• No active way for Access WA team to learn about new content and 
services offered by agencies

• No business owner or executive sponsorship
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Opportunities

• Create a mobile-friendly and accessible website that makes it easier for 
people to navigate Washington government

• Build the website in Drupal CMS

• Learn from users and agencies what Access WA should be

• Modernize content contribution model

• Explore integration with other government websites and applications

• Explore integration with SecureAccess Washington

• Establish governance for how the website will be maintained
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Peer review
How Access WA compares to other state portals



21 peers included in the review

State Government
• California http://www.ca.gov/

• Colorado https://www.colorado.gov/

• Illinois https://www.illinois.gov/

• Indiana http://www.in.gov/core/

• Iowa http://www.ia.gov/

• Maryland http://www.maryland.gov/

• Massachusetts https://www.mass.gov/

• Michigan http://www.michigan.gov/

• Nebraska http://www.nebraska.gov/

• New York http://www.ny.gov/

• Oregon http://www.oregon.gov/

• Rhode Island http://www.ri.gov/

• Texas https://texas.gov/

• Utah https://www.utah.gov/

Foreign Government
• Canada https://www.canada.ca/en.html

• European Union http://europa.eu/

• Germany https://www.deutschland.de/en

• New Zealand https://www.govt.nz/

• United Kingdom https://www.gov.uk/

• United Nations http://www.un.org/en/index.html

• Victoria, Australia https://www.vic.gov.au/
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Features/areas reviewed on each site

• Integration with government websites

• Homepage elements and design

• Navigation strategy

• Social media content

• Contact information

• Search functionality
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Integration with government websites

• Content integration

• Data integration

• Design integration
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Content integration

About a third of the sites (mostly international) offer a one-stop-shop experience, while 
the rest link users to state agencies as a bridge to the content.

Link farm – Access WA One-stop-shop – Mass.gov
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Content integration

Some states, like New York, offer custom content for select common services. 
Transactional tasks eventually do link to the state agency website to complete (like “Find 
& Reserve” circled in red below).
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Data integration

Integrated features are mostly in the form of maps and presenting services “near me”.
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Design integration

• About 2/3 of the sites have their logo on agencies’ websites as a link 
back to the portal

• Less than half of the sites show consistency in design and layout with 
agency sites
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State portal names and URLs

• 47 states use their full state name or state abbreviation in the name and 
URL of their state portal, like SD.gov or Oregon.gov, and usually in the 
logo as well

• The three who do not are Wyo.gov, Mass.gov, and Access.wa.gov
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User survey
Who responded and their impressions of the site



Survey summary

Purpose

• Learn more about the current and potential users of the website 
• Collect feedback on the areas of the website that could be improved
• Inform user personas 

Conducted between December 18, 2019 and January 10, 2020

We received 1,006 responses in total:
• 735 complete responses
• 271 partial responses

280 respondents volunteered to participate in future research
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• About respondents
• Awareness & usage of the website
• Impressions of the website

Survey results



About respondents



Residents of Washington by zip code

89% of respondents are residents of Washington (851/958)

1%

6%

2%

91%

Less than 1 year

1- 5 years

6 - 10 years

Greater than 10 years

Length of time as a WA resident



Visitors to Washington

11% of respondents have visited Washington in 
the past (107/958)

31%

4%

19%

46%

Never

Once

2-5 times

More than 5 times

# times visited WA

1%

4%

10%

19%

37%

52%

59%

Tour educational…

Look for a job

Take professional…

Other

Spend vacation

Visit friends or family

Do business

Purpose of visit



Age and primary language

1%

4%

21%

37%

18%

9%

6%

1%

0%

Over 85

76-85

66-75

56-65

46-55

36-45

26-35

18-25

Less than 18

Respondents by age 
range

Language # responses

English 705 (95%)

Prefer not to 
answer 13

Other 11

Spanish 8

Tagalog 2

Vietnamese 1

Primary language

11 “Other” responses 
include American Sign 
Language, Apache, 
Bilingual English/Spanish, 
Portuguese, Bangla, 
Japanese, and Samoan 



2%

3%

3%

92%

In person

Over the
phone

Other

Online

Channel used to access government 
information 

29 “Other” responses mentioned 
they use a combination of online, 
over the phone, and in person

How respondents get information

74% most frequently use a 
desktop or laptop to access the 
internet (697/942)

22% most frequently use a 
mobile phone or smartphone to 
access the internet (207/942)

4% most frequently use a tablet 
or e-reader to access the internet 
(38/942)

Device typically used to access 
internet



Awareness & usage of the website



Awareness of the website

• 85% of respondents were aware of the website (694/820)
• They learned about it via other state websites, Google, or word-of-

mouth from a coworker or manager.  

36% 35%

19% 18%

5%

Other Other state
website

Google Co-worker or
manager

Friends or family

How did you hear about Access WA? 
(select all that apply)

“Other” responses had heard of 
Access WA through their 
employer or were directed by 
Work Source when job hunting



Website users and frequency visiting

• 81% have previously visited access.wa.gov (662/820)
• Most were members of the general public or business owners and 

use Access WA at least once a quarter

1%

2%

4%

12%

29%

44%

53%

Member of the media

Federal government employee or vendor

Teacher or student

Other

State or local government employee or vendor

Business owner or representative

Member of the general public looking for state
services

Role when visiting Access WA (select all that apply)

3%

8%

25%

30%

28%

7%

Once

Yearly

Quarterly

Monthly

Weekly

Daily

Frequency visiting the 
site



Website tasks and task success

• 77% of respondents reported that they were able to complete their task using the website 
(469/611)

• Those who were unable to accomplish their task (n = 142) reported not being able to find the 
information they needed, issues with the page not loading, and site information not being up to 
date. 

29%

16%
13%

11% 9% 9%
4% 4% 3% 2% 1% 1% 0%

What was your most recent task?

175 “Other” responses 
include checking lotto 
numbers, looking up 
specific contact info 

and accessibility  



SAW usage

• 54% of respondents are current SAW users (406/752)
• 65% of those report that they use SAW to connect with 2 or more 

state agencies (264/406)

Yes
54%No 

33%

I don’t 
know
13%

Do you log into SAW?

3% 21%

65%

11%

0 1 2 or more I don't know

Number of state agencies 
connected with via SAW



Impressions of the website



Users’ ratings of the website

• Average ease of use (out of 10) = 7.4

• Average satisfaction (out of 10) = 7.0

• Net Promoter Score (on a scale of -100 to +100) = +13

The Net Promoter Score (NPS) is a measure of positive or negative word-of-mouth 
NPS = % of Promoters - % of Detractors

33% 22% 45%Likelihood to
recommend

0-6 (Detractors) 7-8 (Passives) 9-10 (Promoters)



Words selected to describe the website

48%

29% 28% 27%
23% 22% 20% 19% 18%

15% 15% 14% 14% 14% 14%
10%

8%



Website purpose & suggestions for improvement

Most respondents identified the purpose of 
Access WA as a centralized location to find:
• information pertaining to government 

services and agencies
• general information about Washington 

State

When asked how the site could be 
improved, respondents reported that site 
enhancements to navigation and search 
would help them complete their tasks, as 
well as ensuring content is up to date



Next steps



Next steps

• Project team – Complete the next two items in the project plan:

• Conduct stakeholder interviews

• Conduct segmentation analysis of survey results to identify and draft user personas

• Steering committee – Brainstorm all the ways in which you and your agency 
would finish the following statements about the current Access WA website:

• I like…

• I wish…

• What if...

• Next meeting – Look out for a meeting invite to a monthly series
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Thank you!
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