Digital Front Door

Service Design and Technology Best
Practices for Delivering a Simplified
and Unified Citizen Experience

Executive Summary

The "Digital Front Door" represents a paradigm shift in service delivery—a single,
accessible entry point that empowers citizens to engage with services effortlessly,
whether seeking information, accessing benefits, or completing transactions.

This book, Digital Front Door: Service Design and Technology Best Practices for
Delivering a Simplified and Unified Citizen Experience, is a comprehensive guide for
leaders, designers, and technologists striving to create human-centered, efficient, and
inclusive digital ecosystems.




114 e X 11 1o Y 3

Reference Case STUAIES.......ouviiiiiiiiiieiieeeeeeeeee s 4
Case Study 1: NHS Scotland’s Digital Front Door Initiative..............cccveviiiiiiiiiie 4
Case Study 2: Salesforce and UK Police Forces — Citizen Portal for Crime Updates............. 5
Case Study 3: Virginia Hospital Center (VHC) — Healthcare Digital Front Door...................... 7
Case Study 4: University of Washington Medicine (UWM) — Strategic Digital Front Door
[0 7= 1o | /0= T o J 8

Digital Services BlUEPIint...........oo i 1"
Synthesis of BeSt PractiCes. ..........ouii e 11
NO Wrong DoOor Chathot..........eeiiiiiiiiiiei e e e e e e e 12

(070 ] 0 1YY 7= o] o F= 1 SRR 12

DigitalGov.network | 2



Introduction

In an era where digital transformation is reshaping how governments and organizations
interact with citizens, the need for a seamless, intuitive, and unified experience has
never been more critical.

The "Digital Front Door" represents a paradigm shift in service delivery—a single,
accessible entry point that empowers citizens to engage with services effortlessly,
whether seeking information, accessing benefits, or completing transactions.

This book, *Digital Front Door: Service Design and Technology Best Practices for
Delivering a Simplified and Unified Citizen Experience*, is a comprehensive guide for
leaders, designers, and technologists striving to create human-centered, efficient, and
inclusive digital ecosystems.

Drawing on real-world case studies, cutting-edge research, and proven methodologies,
this book explores the intersection of service design and technology to build digital front
doors that prioritize citizen needs.

From intuitive user interfaces to robust backend systems, we outline best practices for
crafting solutions that are accessible, equitable, and scalable. Whether you are a
policymaker, a service designer, or a technology professional, this book provides
actionable insights to transform fragmented service landscapes into cohesive,
citizen-first experiences that foster trust and engagement in the digital age.
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Reference Case Studies

Case Study 1: NHS Scotland’s Digital Front Door
Initiative

In Scotland, the National Health Service (NHS) sought to streamline access to health
and social care services through a unified digital platform, addressing fragmented
service access and improving citizen engagement.

Challenge

e Citizens faced barriers navigating multiple healthcare portals and services,
leading to frustration and inefficiencies.

e Older populations raised concerns about digital literacy, requiring intuitive design
and human support options.

e The need to integrate disparate systems while ensuring compliance with data
security regulations like GDPR.

Solution

e Platform Development: NHS Scotland implemented a Digital Front Door
platform, integrating services such as appointment scheduling, telehealth, and
patient information access into a single portal. The platform used a cloud-based
infrastructure with Al-driven chatbots for 24/7 support.

e User-Centric Design: Relentless user research ensured the interface was
intuitive, with customizable options like language settings and accessibility
features for users with disabilities. A hybrid model allowed citizens to escalate to
human support when needed.

e Technology Integration: The platform integrated with existing healthcare
systems using APIs, enabling seamless data flow between patient records,
scheduling, and communication tools. Single sign-on (SSO) capabilities
simplified access.

e Outcome Measurement: Metrics like user satisfaction, task completion rates,
and reduced call center volumes were tracked to assess success.
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Outcomes

Improved Access: The platform reduced appointment scheduling time by 40%,
with 70% of users reporting a seamless experience.

Cost Efficiency: Al-driven chatbots handled 60% of routine inquiries, reducing
staff workload and saving an estimated £500,000 annually for one regional
council.

Citizen Trust: Transparent communication and robust security measures
increased user trust, with 80% of surveyed citizens expressing confidence in the
platform’s data protection.

Scalability: The model was adopted across multiple regions, demonstrating
adaptability to diverse community needs.

Key Takeaway: A successful Digital Front Door requires rigorous user research,

seamless system integration, and a balance of automated and human support to meet

diverse citizen needs.

Case Study 2: Salesforce and UK Police Forces —
Citizen Portal for Crime Updates

Context: Leading UK police forces aimed to enhance victim engagement by providing a
digital platform for real-time case updates, reducing administrative burdens and

improving public trust.

Challenge:

Legacy systems lacked integration, forcing officers to manually update multiple
databases, leading to errors and delays.

Victims struggled to access timely case updates, eroding trust in policing
services.

High contact center volumes strained resources, with many inquiries being
routine and repetitive.
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Solution:

e Citizen Portal: Salesforce developed a personalized citizen portal where victims
could log in to view case updates, communicate with officers, and access support
resources. The portal integrated with back-end systems to provide real-time data.

e Automation and Al: Al-driven automation handled routine inquiries, such as
case status checks, freeing officers to focus on complex tasks. The system used
predictive analytics to prioritize high-risk cases.

e Human-Centered Design: The portal was designed with input from victims and
officers, ensuring usability across age groups and technical abilities. Features
like mobile responsiveness and clear navigation addressed accessibility
concerns.

e Staff Training: Officers received training on the platform to ensure smooth
adoption and effective use.

Outcomes:

e Enhanced User Experience: 85% of users reported improved satisfaction due
to real-time updates and ease of access.

e Operational Efficiency: The portal reduced contact center inquiries by 30%,
saving significant staff time and costs.

e Trust Building: Transparent communication restored public confidence, with a
20% increase in positive feedback on police responsiveness.

e Scalability: The solution was scaled to multiple police forces, demonstrating its
adaptability to varying operational needs.

Key Takeaway: Integrating Al and user-friendly design can transform citizen
interactions, but success hinges on addressing legacy system challenges and ensuring
staff buy-in.
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Case Study 3: Virginia Hospital Center (VHC) -
Healthcare Digital Front Door

Context: Virginia Hospital Center aimed to improve patient access and engagement by
implementing a Digital Front Door to unify healthcare services.
Challenge:

e Patients faced fragmented digital touchpoints, such as separate portals for
scheduling, billing, and medical records.

e Low technological literacy among some patient demographics required an
intuitive and accessible interface.

e Competitive pressure from tech-savvy healthcare providers risked loss of market
share.

Solution:

e Unified Platform: Phunware developed a Digital Front Door integrating
appointment scheduling, prescription management, and doctor communication
into a single platform, linked with MyChart for real-time health data access.

e Personalization and Accessibility: The platform offered customizable settings
(e.g., language, font size) and mobile-friendly design. Conversational Al chatbots
guided patients through tasks like booking appointments.

e Security and Compliance: Robust security measures ensured compliance with
HIPAA, protecting patient data and building trust.

e Stakeholder Collaboration: VHC engaged patients, clinicians, and IT staff in the
design process to align the solution with user needs.

Outcomes:
e Patient Engagement: 75% of patients adopted the platform within six months,
with a 50% increase in virtual appointment bookings.
e Revenue Growth: The platform drove $708,000 in incremental annualized
revenue by converting virtual care users to in-person visits.
e Efficiency Gains: Automated scheduling and Al chatbots reduced administrative
workload by 25%.
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e Competitive Edge: VHC strengthened its market position by offering a
seamless, consumer-like experience compared to competitors.

Key Takeaway: A Digital Front Door in healthcare must prioritize patient empowerment
through personalization, security, and integration with existing systems to drive adoption
and outcomes.

Case Study 4: University of Washington
Medicine (UWM) — Strategic Digital Front Door
Roadmap

Context: UWM sought to create a Digital Front Door to enhance patient engagement in
a tech-savvy market, addressing inefficiencies and competitive pressures.

Challenge:

e Fragmented digital presence led to inconsistent patient experiences and system
inefficiencies.

e Competitors Bpyu: Limited digital engagement capabilities risked losing market
share to competitors with advanced technology.

e Siloed digital initiatives across departments hindered a unified approach.

Solution:

e Strategic Planning: ECG Management Consultants developed a three-year
roadmap prioritizing functional capabilities like self-schedulingwTe: scheduling,
care navigation, and patient engagement platforms. The roadmap integrated
EHR, CRM, and provider directories for a cohesive experience.

e Technology Stack: An EHR-first approach maximized existing investments,
supplemented by CRM and omnichannel solutions for personalized patient
interactions.

e Governance Model: A cross-functional team ensured alignment with
organizational goals and regulatory requirements.
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Outcomes:

e Enhanced Experience: Patients reported a 60% improvement in ease of access
to services like scheduling and messaging.

e Cost Savings: Operational efficiencies offset the investment within three years,
with reduced administrative overhead.

e Market Positioning: UWM gained a competitive edge by offering a modern,
frictionless digital experience.

Key Takeaway: A strategic roadmap with stakeholder collaboration can align digital
initiatives with long-term goals, ensuring sustainability and market relevance.

Case Study 5: Brent Council — Digital Transformation for Housing
Services

Context: Brent Council, in partnership with Brent Housing Partnership, aimed to digitize
housing services to improve customer and staff experiences.

Challenge:

e Outdated back-office systems and manual processes caused delays in service
delivery.

e Limited digital infrastructure hindered efficient citizen engagement.

e Budget constraints required a cost-effective solution with clear ROI.

Solution:

e Digital Strategy: Digital First conducted workshops with staff and stakeholders
to design a digital platform integrating over 100 business processes, including
tenant services and repairs.

e System Integration: The platform connected front-end citizen interfaces with
back-office systems, enabling end-to-end automation.

e User Engagement: External insights from other London boroughs informed
user-centric design, ensuring accessibility and ease of use.
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e ROI Focus: A commercial business case projected £600,000 in annual savings
through process automation.

Outcomes:
e Efficiency Gains: The platform reduced service delivery times by 35% and

saved £600,000 annually.

e Improved Experience: Tenant satisfaction increased by 40% due to faster
response times and transparent communication.

e Scalable Model: The solution was adopted by other councils, demonstrating its
versatility.

Key Takeaway: Comprehensive stakeholder engagement and a focus on ROI can drive
successful digital transformation in resource-constrained environments.
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Digital Services Blueprint

Synthesis of Best Practices

These case studies reveal common themes for creating effective Digital Front Door
solutions:

e Human-Centered Design: Involving citizens, staff, and stakeholders in the
design process ensures the platform meets real-world needs and addresses
accessibility concerns, such as those for older or less tech-savvy users.

e Seamless Integration: APIls and SSO capabilities are critical for unifying
disparate systems, ensuring a smooth flow of data and a consistent user
experience.

e Al and Automation: Al-driven tools like chatbots and predictive analytics reduce
administrative burdens and enhance personalization, but human support options
remain essential for complex issues.

e Security and Compliance: Robust security measures, such as HIPAA or GDPR
compliance, build citizen trust and ensure legal adherence.

e Measurable Outcomes: Metrics like user satisfaction, task completion rates, and
cost savings provide tangible evidence of success, justifying investment and
guiding iterative improvements.

These examples demonstrate how Digital Front Door solutions can transform citizen
experiences by combining strategic design, advanced technology, and a focus on
measurable impact. They serve as blueprints for organizations aiming to create unified,
citizen-centric digital ecosystems.
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No Wrong Door Chatbot

“No Wrong Door” programs are initiatives designed to ensure that individuals,
particularly those seeking services like mental health, substance abuse treatment, or
social support, can access help regardless of which agency or entry point they contact.

It means they can "knock on any door" and still receive the right assistance without
being directed to the wrong agency or department; essentially acting as a single point of
entry for diverse needs, eliminating the need to navigate complex systems to find the
proper help.

The core idea is to create a coordinated system where all service providers—hospitals,
clinics, schools, law enforcement, or community organizations—act as entry points to a
network of care. Instead of being turned away or redirected endlessly, individuals are
guided to the appropriate services through streamlined communication, shared data
systems, and cross-agency collaboration.

Examples include the Wisconsin Wayfinder, Warrington Council's and_The Barrow Way.

No Wrong Door Virginia is a statewide network connecting people to services like
home-delivered meals, transportation, and healthcare through a person-centered

approach. It uses a secure technology platform called CRIA (Communication, Referral,
Information, and Assistance) to enable electronic referrals and data sharing among
partners like Area Agencies on Aging, Centers for Independent Living, and community
service boards.

Virginia’s system also integrates Adult Protective Services and provides data for
analyzing social determinants of health.

Conversational Al

A No Wrong Door Chatbot refers to an Al-powered conversational system designed to
connect users with the appropriate support services regardless of where they initially
access the system.

Key points about a "no wrong door" chatbot: Integrated access: The chatbot can assess
a user's situation through conversation and direct them to the most relevant service
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within a network of available options, even if it crosses traditional boundaries between
different organizations.

e User-friendly interface: The chatbot should be designed with simple language
and clear navigation to facilitate easy interaction, especially for individuals who
might be unfamiliar with complex service systems.

e Cross-sector collaboration: To function effectively, a "no wrong door" chatbot
requires collaboration between various service providers to ensure seamless
information sharing and streamlined access to support.

e Example scenarios: A person experiencing housing instability could reach out
to the chatbot and be connected to both housing assistance and mental health
services if needed, depending on their circumstances. A young person struggling
with mental health issues could use the chatbot to access appropriate support
from either a school counselor or a dedicated mental health service.

Benefits of a "no wrong door" chatbot:

e Reduced barriers to access: Eliminates the need for users to know which
agency to contact, simplifying the process of seeking help.

e Improved efficiency: Streamlines the referral process by connecting users
directly to the most relevant services.

e Enhanced user experience: Provides a single point of contact for support,
reducing frustration and confusion.
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