Appendix 5
2023-25 IT ADDENDUM 


Only use this addendum if your decision package includes IT costs 
Part 1: Itemized IT costs 
Complete the 2023-25 IT Fiscal Estimate Workbook. This workbook will identify the IT portion of the decision package. 

In the workbook, agencies must itemize all IT-related costs, including hardware, software, services (including cloud-based services), contracts (including professional services, quality assurance, and independent verification and validation), or IT staff as required in ESSB 5693 Sec. 150(4)(a)(i-ix). 

Part 2: Questions about facial recognition and supporting the reuse of existing state resources
	A. Will this investment renew or procure a facial recognition service?
B. Does this investment provide for acquisition of, or enhancement to, an administrative or financial system as required by technology policy 122 - administrative and financial system investment approval ? 
	☐Yes	☒ No
☐Yes ☒ No



	C. If Yes to question B, has this decision package obtained WaTech and OFM Administrative and Financial System review approval?
· If Yes, attach the approval letter.
· If No, the decision package should not be submitted.  Recommendation will be “Do Not Fund.”
	☐Yes	☐ No


	D. For DCYF, DOH, DSHS, HCA and the Washington Health Benefit Exchange only: Has this project been screened for inclusion in the HHS Coalition portfolio? 
	☐Yes ☒ No


	E. Does this decision package support the adoption of modern, cloud-based technologies?
	☐Yes ☒ No



Part 3: Maintenance level decision packages 
The questions in Part 3 are for Maintenance level decision packages and need to be answered. (If this is a policy-level decision package, skip Part 3 questions and respond to all questions in Part 4 and Part 5.) 
	A. Is this renewal for an existing software or subscription? 
B. Does this continue a current maintenance contract?
C. Does this decision package fund the acquisition or expansion of hardware capacity? 
If Yes, where is the hardware solution hosted?            ☐ State Data Center.
                                                                                          ☐ External Cloud.
                                                                                    ☐ Other location. 
D. Is this a routine, planned replacement of aging hardware or equipment? 
If Yes, where will the hardware solution be hosted?     ☐ State Data Center.
                                                                                     ☐ External Cloud.
                                                                                     ☐ Other location. 

E. Has the agency performed research to determine if a modern cloud solution is available for this maintenance investment?
	☐Yes	☒ No
☐Yes	☒ No
☐Yes	☒ No




☐Yes	☒ No





☐Yes	☒ No

	




Part 4: Policy level decision packages 
The questions in Part 4 are general questions for policy-level decision packages. 
A. Type of Investment - Identify the most relevant decision package investment classification from the following list (select one):
	☐ Addresses technical debt.

	☐ Cloud advancement. 

	☐ Continues existing project. 

	☐ Critical hardware upgrade. 

	☐ Improves existing service. 

	☒ Introduces new capabilities. 
☐ System modernization. 


	B. Does this decision package fund the acquisition, development, enhancement, or replacement of a new or existing software solution?
If Yes, where will the software solution be hosted?        ☐ State Data Center
                                                                                            ☐ External Cloud
                                                                                            ☐ Other location.
	☐Yes	☒ No



	

	C. Do you expect this solution to exchange information with the state financial system (AFRS) or the OneWA solution (WorkDay)?
D. Does this decision package fund the acquisition or expansion of hardware capacity?
If Yes, where will the hardware solution be hosted?       ☐ State Data Center
                                                                                            ☐ External Cloud
                                                                                            ☐ Other location.
	☐Yes	☒ No


☐Yes	☒ No



	E. Does this decision package fund the continuation of a project that is under WaTech oversight? (See Technology policy 121.)
If Yes, name the project: 

____________________________________________________________
(Project name published on the IT Dashboard)
	☐Yes	☒ No
	

	
	
	


Part 5: IT investment prioritization and scoring questions
All policy level decision packages must provide a response to the following questions. Responses will be evaluated and ranked by the WaTech as required by RCW 43.88.092. The criteria scoring scale being used by the WaTech to evaluate and rank decision packages is available on the WaTech Decision Package Prioritization website. See 23-25 Decision Package Prioritization Criteria. 

Agency Readiness
Due diligence. Summarize the research, feasibility or due diligence work completed to support this decision package. Attach a copy of the feasibility study or other documentation of due diligence to the decision package. 
The Department of Health (DOH) will conduct feasibility study activities to inform a decision for use of Live Chat with external customers to support Health Professions licensing process improvement for people applying for licensure to get real time assistance with application questions. Expected activities will include and are not limited to requirements analysis and prioritization and general design planning. It is anticipated that professional services to support assessment and future implementation planning may be needed for use and integration into existing technology. These activities will better inform expected costs, benefits, risks and timeline for solution identification and implementation.
Governance and management. What governance processes will support this project? Examples of governance processes include appropriately placed executive sponsor, representative steering committee, resourced vendor/contract management, change control, and incorporating stakeholder feedback into decision making processes. Provide examples of how your proposed budget includes adequate funding and planning for governance processes, if applicable.

DOH is committed to effective management of information technology (IT) in support of public health programs and services. New technology offers capabilities that are needed to fulfill the agency mission and goals. DOH has established an IT governance process to oversee Information Technology projects, ensure processes are followed, documented, and approved in compliance with requirements of the State of Washington and the DOH.  All IT projects are required to use the DOH Project Pre-Initiation Process. The Project Pre-Initiation Process requires business to seek expert assistance from the Office of Innovation and Technology in the development of project proposal documentation. Together, we assess risk and impact using the IT Project Assessment (ITPA) Tool to determine level of WaTech visibility/oversight. A Business Case is submitted to the IT Solutions Team for analysis and development of recommended solution options and cost estimates. Next, a decision paper goes before IT governance for scoring and a decision on approval to add the project to the agency queue or not. Based on the results of the ITPA, external quality assurance and Organizational Change Management may be engaged and WaTech oversight initiated. Once the project is active, our CIO or designee partners with the Executive Sponsor to manage resources and sits on the Project Steering Committee. The Project Steering Committee, which includes the Executive Sponsor, Business Sponsor, Project Management Team, and key stakeholders, assumes responsibility for project governance until the project concludes. If a major project, the assigned WaTech Consultant and External QA Consultant also attend. The department has augmented leadership and technical engagement to support effective project governance, leveraging lessons learned to inform planning and decision-making.
Feasibility activities related to Live Chat will be managed through standard project and project management framework. The sponsorship and project team will include representation from program and IT leadership and subject matter experts to include organizational change management. Internal and external stakeholder feedback will be utilized to inform the study.

Planning and readiness. Describe how your agency will resource the implementation of this investment request. Will in-house resources be used, or will resources be acquired? How has organizational change management been factored into planning and approach? Does the investment require a project management approach to be used? Describe whether project and organizational change management resources are included in this request or will be provided by in-kind resources. Describe whether the proposed budget includes costs associated with independent quality assurance. 

All IT projects are required to use the DOH Initiation Process. The Project Initiation Process requires business to seek expert assistance from the Office of Innovation and Technology in the development of project proposal documentation.  During the preinitiation stage of a project, the IT Solutions Team evaluates the need for resources and their technical expertise level to best support the project.  
Existing resources have been accessed and will be prioritized to support the activities to include line of business subject matter experts, business analysis, security and technical subject matter expertise. 
It has been determined the Live Chat feasibility study will need an IT Project Manager at the expert level contracted through a professional services contract. Contract services for IT project management are anticipated for the timeliest availability to meet funding timelines and criticality of the need.
It is anticipated professional services to support assessment and future implementation planning may be needed for use and integration into existing technology. Consultation with existing vendors that support technologies such as Avaya and Salesforce are anticipated to inform the feasibility study.
Within our agency, information security planning is part of our risk management program. Our IT security program exists to identify and mitigate security risks in a shared and trusted environment. Our security policies and procedures ensure secure interactions between and among business partners and external parties. Our agency subscribes to a common state authentication process and security architecture We also partner with the Washington State Office of Cybersecurity to evaluate and review the architectural designs of those critical systems which process confidential and restricted information. Security best practices and assessment will be included in the feasibility study assessment.
DOH assesses the degree of organizational change presented by each project through a series of questions in the IT Business Case document which is developed in the pre-initiation phase. The scope of expected change drives the level of organizational change management employed during the project. The department has selected the Prosci ADKAR Model which is a goal-oriented change management model to guide individual and organizational change. We have invested in training to certify agency staff in application of the ADKAR model to guide staff, partners and customers engaged in business and IT projects through the change and to successful completion.  
Organization Change Management services will be provided in house to inform the Live Chat feasibility study assessment. 

Technical alignment
Strategic and technical alignment. Using specific examples, describe how this investment aligns with strategic and technical elements of the Enterprise Technology Strategic Plan. Examples of strategic principles that tie back to tenets of the strategic plan include, but are not limited to, advance digital government, support use of common and shared technologies across agencies, improve the Washington customer experience across digital channels, strengthen privacy capacity in state and local government. Examples of technical principles that tie back to tenets of the strategic plan include but are not limited to; adoption of modern cloud-hosted technologies, provide proactive cybersecurity capabilities, reduce technical debt, expand integration between systems. 
DOH, through the efforts of the Enterprise Architecture Group and the IT Solutions Team, assesses each proposed solution to determine if a SaaS solution that supports low code operations is available that can be leveraged as a shared solution for the agency.  The Agency’s application portfolio is reviewed to determine what products could make use of the solution as well as being evaluated to determine if a product already in use can be leveraged to meet the business need. All acquisitions or builds are thoroughly reviewed by automated tools to determine if the meet accessibility standards and requirements. All products or services are evaluated against a set of requirements that stipulate the solution must embrace open standards, support, and have reusable components, and will be interoperable with other data sources, systems, and products.

Feasibility study for Live Chat will align with the Statewide Information Technology Strategic Plan by focusing on service delivery process improvement to provide applicants real time direct access to licensing experts to reduce the application process timeline. In addition, the project will focus on the use of cloud-based technologies, assessment on use of existing technologies and enterprise services, adopt proactive security measures, and consider future integration among the existing state programs and systems. 

	Goal
	Goal Statement
	Efforts Alignment to Goal/Goal Statement 

	Create a Government Experience that Leaves No Community Behind
	Through a connected government that emphasis service delivery and the experience of those we serve, we can achieve equitable outcomes across our communities.
	Live Chat feasibility study emphasizes service delivery and would expand support options for applicants.

	Better Data, Better Decision, Better Government, Better Washington 
	Use data and insights to improve the experience of those we serve, prioritize service improvements, drive strategic decisions, and improve transparency.
	Live Chat feasibility study prioritizes service improvements, applicant experience and will provide informed future implementation decision.

	Innovative Technology Solutions Create a Better Washington 
	Prioritize solutions emphasizing access, technology, and innovation to address systematic societal challenges and align our decision-making for those we serve.
	Live Chat feasibility study emphasizes expanded access to applicants through expansion of innovative technology for direct assistance.



Reuse and interoperability. Does the proposed solution support interoperability and/or interfaces of existing systems within the state? Does this proposal reuse an existing solution or existing components of a solution already in use elsewhere in the state? If the solution is a new proposal, will it allow for such principles in the future? Provide specific examples. 

DOH applies the guidelines set forth in the Washington State Architecture Handbook, MITA, CDC (SOA) and industry best practices for evaluating proposed solutions to identify opportunities for leveraging support from existing state, federal and commercial systems.  We also ensure a thorough assessment is completed to identify opportunities for reuse of existing components and code during the evaluation of the solution as well as identifying opportunities to create components’ and services that can be reused in the future.  
The feasibility study focus for initial use of Live Chat will be in support of Health Profession applicants. The study will assess and consider solutions or services that would support expansion, reuse and integration with other programs and systems beyond the initial implementation scope.


Business alignment
Business driven technology. What are the business problems to be addressed by the proposed investment? These business problems should provide the basis for the outcome discussion below.   Describe how end users (internal and external) will be involved in governance and implementation activities.

Live Chat planning is a component to improve information for applicants to reduce the time it takes for us to receive all the information we need to process an application. The earlier applicants can receive real time assistance from a licensing expert with the application process the greater the reduction in the processing timeline. Internal end users will be represented on the project governance and team as key resources to inform the assessment and planning. External user feedback will be utilized to construct the feasibility study and future implementation planning.

Measurable business outcome. Describe and quantify the specific performance outcomes you expect from this funding request. Provide specific examples of business outcomes in use within your agency, and how those outcomes will be improved because of this technology investment. Does the response align with the measurable business outcomes identified in the Strategic and Performance Outcomes in Chapter 2 of the 2023-25 budget instructions? What outcomes and results, either positive or negative will occur? Identify all Lean initiatives and their expected outcomes. Include incremental performance metrics.

The purpose of this request is to determine if Live Chat is a viable option for decreasing credentialing times and enhancing the customer experience. At this time, performance outcomes are a completed feasibility study that will help us understand if Live Chat will give us a positive return on investment and assist in meeting our goals of reducing credential timelines. The ultimate outcome is a decision to abandon the option or put forward a request for funding in the next biennium for Live Chat.
Live Chat feasibility planning is one component to reduce primarily the delay in the application process between the time the applicant submits the initial application and when it is complete and ready to be processed. Direct real time access to licensing experts is anticipated to provide applicants information and clarification to increase the number of applications we receive with all the necessary information the first time it is submitted. 
Exploring the Live Chat option aligns with the Governor’s Goal 5: Efficient, Effective, and Accountable Government. It will do this by allowing us to determine if Live Chat will let us better track how are customers are interacting with the process and if we are seeing reduced time and better use of resources because of utilizing Live Chat.

Decision package urgency
During the evaluation and ranking process, the WaTech will take into consideration, the urgency of the decision package request. Describe the urgency of implementing the technology investment in this cycle and the impacts to business if it does not proceed as planned.

Washington is facing severe health care workforce shortages, notably in behavioral health and long-term care, that serve as barriers to residents receiving needed health care services. The reasons for these shortages are complex and multifaceted, including the training pipeline, wages, and reimbursement rates, and working conditions. The pandemic brought an unprecedented loss of workforce coupled with rapidly rising demand.  
 The department regulates over 552,000 health professionals across 85 different professions. In 2022, we received over 70,000 applications and issued about 60,000 credentials. Considering the workforce shortage, it is imperative for qualified health care providers to receive a credential quickly so they can begin practicing in Washington. The time between when a provider applies for a health care credential and when they receive one has increased over the past 10 years. In 2022, there was an average duration of 86 days between when an application was received and when a credential was issued across all professions.
The longest delay in the application process is the time between when an applicant submits their initial application to the when it is complete and ready to be processed. In 2022, there was an average duration of 79 days between when an application was received and when it was complete and ready to be processed across all professions. Out of 72,954 applications received in 2022 39,847 had missing information.
To address these delays, the department hired a contractor in spring 2023 to examine the credentialing process and make recommendations for improvement. This work had oversight and support from Governor Inslee’s Results Washington team. The contractor will provide process improvement recommendations to the department in August 2023. Results Washington will continue to guide and support the department in further process analysis and identification of improvement opportunities.  
This work also support requirement from SH1724 requiring the department to examine licensure requirements for behavioral health professions to (1) identity and address barriers to entering and remaining in the health care workforce and (2) streamline and shorten the credentialing process.


