
 

 

 

 

 

 

  

Information Services Strategy 
How Information Services Works to Redefine Digital Government at Revenue 

Our North Star 
Deliver modern digital capability 
that strengthens trust, simplifies 
compliance, and empowers 
Revenue to lead. 

Mission 
To design, operate, and 
continuously improve the digital 
foundation that enables 
Revenue to administer its 
programs effectively. 

Values 
Integrity, Cooperation, 
Accountability, Respect, and 
Excellence 
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Our Vision Story 
Information Services is raising the bar for digital government at Revenue. We deliver modern, reliable, 
accessible digital services that people can feel in their everyday work. We make it easier for staff, 
Divisions, and customers to succeed. 

We work side-by-side with Divisions from the start. We listen first. We shape solutions together. That 
partnership helps Revenue strengthen voluntary compliance, build public trust and make every 
interaction simple and more consistent. 

We are deliberate about how we build. We choose technology and practices that increase efficiency, cut 
complexity, and create lasting capacity. Our goal is simple: free people to focus on the work that matters 
most. 

Trusted partnership means we remove uncertainty instead of adding it. We make intent and trade-offs 
visible. We move work forward and deliver results people can see and use. Divisions come to 
Information Services not because they have to, but because they want to. 
 

 

 
Inside Information Services, roles are clear and ownership is real. We keep work moving because delay 
increases cost, risk, and burden for customers. We define what success looks like, make intent visible, 
and follow through on commitments. 

We create a psychologically safe environment where people can speak up, question assumptions, and 
raise risks early. Learning happens in the open. When something doesn’t work, we adjust quickly. We 
take on hard problems and see them through. 

We believe fun is a force multiplier. When people enjoy the work and each other, momentum builds 
faster. A positive environment helps people think clearly, take smart risks, stay creative, and creates 
outcomes people can feel. Our positive energy shows up in the hardest work, not just the easy wins. 

Across Revenue, people experience us as steady, prepared, and easy to work with. We show progress. 
We bring clear options and trade-offs. We stay calm when challenges arise. 

The way we work expands what people believe is possible in government.  We simplify complexity and 
deliver results that build confidence and raise the standard for digital government across the agency and 
the State. 

 
  

Great partnership makes us valuable.  
How we work together is what makes us exceptional. 
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Information Services Operating Model 
This Operating Model outlines how Information Services operates. It’s not a list of projects. It details the 
conditions, behaviors, and decision patterns that enable us to deliver modern digital capabilities 
efficiently and effectively to our customers. 

Each section serves a distinct purpose. 

Strategic Direction clarifies where we are headed over the next three to five years. It describes the shift 
we are making and what must become visibly true about how we partner, deliver, and build capability. It 
sets the trajectory. 

Operating Principles guide decisions when priorities compete or trade-offs appear. They act as 
guardrails. When the path forward is unclear, these principles help us choose a direction and move 
without waiting for perfect certainty. 

How We Make Decisions defines authority. It explains who decides, how objections work, and how 
decisions move forward. Clarity creates empowerment, and empowerment creates speed. 

Leadership and Culture in Practice describes the behaviors that make the model real. It explains how 
ownership, transparency, psychological safety, and respect show up in everyday work. Culture is not 
separate from strategy; it is how strategy succeeds. 

Strategic Outcomes define what must be unmistakably true if this model is working. Outcomes replace 
initiative lists. They describe the operating conditions we are building toward and provide signals teams 
can use to adjust in real time. 

Strategic Direction 
Over the next three to five years, Information Services will strengthen 
its role as Revenue’s indispensable partner for digital government. 

We are moving away from one-off projects toward an outcome-driven 
way of working. Instead of large handoffs and long waits, work will 
move in steady flow. Progress will be visible early and often. We will 
test ideas quickly and adjust based on what we learn. 

Divisions will engage us at the beginning to define the problem and align on what success looks like. 
Decisions will be made by the people closest to the work, with clear ownership and defined boundaries. 

Technology choices will reduce complexity and build long-term capacity. We will default to modern 
enterprise platforms and shared services when they strengthen interoperability and resilience. 
Architecture, data governance, and responsible AI will reduce operational drag and improve accessibility. 

Inside Information Services, roles will be explicit, accountability visible, and psychological safety 
practiced. 

Partnering with Information Services will reduce uncertainty, accelerate decisions, and make digital 
government simpler, more reliable, and more trusted across Revenue. 

“Deliver modern digital 
capability that strengthens 
trust, simplifies compliance, 
and empowers Revenue to 
lead.” -IS North Star 
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Operating Principles 
These principles guide decisions when priorities compete and trade-offs 
appear. They keep us aligned without adding control and help us move 
forward with confidence. 

Customer Value over Output  
Deliverables matter. Customer-visible value matters more. If we are producing work but customers 
cannot clearly see the benefit, we refocus on what improves their experience, confidence, or outcomes. 
When volume and visible value compete, we choose visible value. 

Moving Work over Keeping Busy  
Keeping people busy is not the goal. Moving work smoothly is. When filling every hour slows progress, 
creates bottlenecks, or increases handoffs, we simplify how work moves instead of adding more tasks or 
bureaucracy. Work that flows from start to finish delivers more value than work that simply consumes 
capacity. 

Timely Decisions over Broad Consensus  
Collaboration strengthens decisions. Clear ownership keeps work moving. When alignment takes longer 
than the value at stake, we prioritize timely decisions over universal agreement. We seek input and 
consider perspectives, but we avoid consensus-seeking. 

Evidence over Assumptions 
Expertise matters. Evidence matters more. When assumptions replace proof, we test ideas in real use 
before expanding them. Decisions are based on observed results, not strong opinions alone. Evidence 
reduces risk faster than certainty. 

Design over Process 
Processes can make us feel in control. Good design produces better results. When we add steps just to 
show oversight, they often slow work without improving outcomes. Instead of adding reviews or 
approvals, we improve the system so the work leads to better results. When systems are designed well, 
teams can move forward without waiting and deliver better outcomes for the people we serve. 

How We Make Decisions  
Decisions move through clearly defined roles. Authority is explicit. 
Accountability is visible. 

A proposal moves forward unless a material, mission-aligned risk is 
identified. Objections must be reasoned, tied to outcomes, and specific 
enough to improve the proposal. Preference alone does not block progress. 

The role accountable for the outcome decides after seeking the input they need. Input strengthens 
decisions; it does not transfer ownership. Decision rights remain with the role accountable for the result. 

Strategy, priorities, and defined domains establish guardrails. Within those boundaries, roles act without 
waiting for permission. When tensions arise, they move through clear processing pathways rather than 
escalating. 

“Inside Information 
Services, roles are clear 
and ownership is real.” 

“We make intent and 
trade-offs visible.” 
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If authority is unclear, we clarify the boundary instead of automatically moving the decision upward. 
When decisions affect shared outcomes, we involve Divisions early and make trade-offs visible so 
alignment scales with impact. 

Clarity in authority and boundaries allows work to move steadily without sacrificing coordination. 

Leadership Without Layers 
Leadership is not a title. It is how each of us show up in our roles. 
Every role leads, has clear authority, and every decision has a clear 
owner. 

We rely on transparency instead of control. When people 
understand the goal and their boundaries, they are expected to act. 
Alignment reduces the need for oversight. 

Authority stays close to the work. Issues move through defined pathways instead of default escalation. 
Decisions move faster when people closest to the problem are trusted to resolve it.  

Ownership and progress are visible. Commitments are explicit. Risks are surfaced early, and trade-offs 
are surfaced early so teams can respond and adjust before small problems become larger ones. 

Learning happens in the open. People can say “I don’t know yet,” test ideas, and adjust based on what 
they discover. Psychological safety strengthens judgment and improves future decisions. 

Respect shows up in everyday behavior. We involve the right people, clarify who decides and who 
advises, and keep governance simple. Governance exists to create confidence and steady progress, not 
delay. 

We remove unnecessary steps instead of adding process. By continuously improving how work moves, 
empowerment becomes real and remains sustainable. 

Strategic Outcomes  
These outcomes define what must be visibly and unmistakably true in the 
next three to five years if Information Services is on track to realize its long-
term vision. 

Outcomes replace initiative lists. They describe operating conditions. When 
outcomes are clear, teams can adjust their work without waiting for direction. 

Each outcome includes signals to help teams assess whether the condition is becoming real. If signals are 
weak, small adjustments in roles, flow, or decision boundaries should follow. 

“Great partnership makes us 
valuable. How we work 
together is what makes us 
exceptional.” 

“Divisions come to 
Information Services 
not because they 
have to, but because 
they want to.” 



 

5 
 

 

  The Experience We Create  

Every interaction with Information Services, internal and external, is clear, consistent, accessible, 
and easy.  

This is how people know our strategy is working. Divisions, partners, customers, and teammates should 
experience us as predictable, responsive, and straightforward. No one should have to chase down 
ownership, guess at next steps, or work around confusing processes. 

Experience is not something we polish at the end. It is built into how we design systems, define roles, 
make decisions, and move work. We design interactions so next steps are obvious and predictable. We 
make progress visible. We keep next steps clear so confidence grows over time. 

Accessibility and inclusion are intentional, not optional. Digital tools are simple to use. Processes make 
sense. Communication is direct and transparent. 

The internal experience matters just as much as the external one. When work is complicated or 
frustrating inside, customers feel it outside. When it is clear and steady inside, customers benefit from 
that clarity too.   

Signals:  
Use these signals to ask: 

• Are we creating an experience people would describe as exceptional? 
• Do partners and teammates experience us as clear, respectful, and easy to work with? 
• Can someone complete their task confidently without special knowledge or workarounds? 
• Is progress predictable, with clear next steps at every stage? 
• Does our pace feel responsive from the outside? 

If signals are weak, adjust by:  
Simplifying the end-to-end experience, clarifying ownership of the full interaction, reducing unnecessary 
touchpoints, and making next steps visible earlier. 
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Strong Partnerships  
Information Services is a trusted, first-call partner. We engage early and share ownership of outcomes 
with divisions.  

We do not show up after decisions are already made. We are part of the conversation at the beginning, 
during strategy, policy development, legislative work, and problem framing, before commitments are set 
and solutions are locked in. Early involvement builds shared understanding of goals, trade-offs, risks, and 
timing. 

Strong partnership means shared accountability, not handoffs. We define success together. Decision 
rights are clear. Risks and constraints are surfaced early so alignment is based on facts, not assumptions. 

We do not wait for requests. We look for ways to simplify operations, modernize capabilities, improve 
data use, and reduce risk. We bring an enterprise perspective and practical options so divisional 
improvements strengthen the whole agency instead of creating fragmentation or rework. 

Signals:  
Use these signals to ask:  

• Are divisions engaging IS early, before commitments or solutions are set? 
• Are we proactively identifying opportunities to simplify, modernize, or reduce risk? 
• Do we understand the business context well enough to shape meaningful options and trade-offs? 
• Is ownership of outcomes explicitly shared, with risks surfaced early? 
• Do division leaders describe IS as increasing clarity and confidence in their decisions? 

If signals are weak, adjust by: 
Engaging earlier in strategy and problem framing, clarifying shared ownership and decision rights, 
surfacing risks sooner, and aligning at the enterprise level before committing to solutions. 

Sense of Urgency  
Work keeps moving, with visible progress early and often.  

Information Services keeps work moving. We break work into small pieces, keep decisions close to the 
people doing the work, and make progress visible to customers. We treat delay as added cost and risk.  

We do not wait for perfect plans or full completion before delivering value. We move forward in steady 
steps and adjust as we learn. 

Urgency means simplifying the work, reducing handoffs, and deciding at the lowest responsible level. We 
deliver value in small, frequent increments. 

Fast feedback loops help us learn quickly and correct course early. That steady momentum helps 
outcomes reach completion sooner and with less rework. 

Signals:  
Use these signals to ask:  
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• Does work move in small increments that create early, visible progress? 
• Are decisions made by the people closest to the work, without unnecessary approvals or 

handoffs? 
• When priorities shift, do we adapt immediately? 
• Is feedback from real use reflected quickly in next steps? 
• From the customer’s perspective, does our pace feel responsive? 

If signals are weak, adjust by: 
Simplifying the work, clarifying ownership at the lowest responsible level, reducing handoffs, shortening 
feedback loops, and delivering smaller increments. 

 Learning Culture  
Learning is built into the way we work.  

We design work in short cycles so we can try ideas in real use, see what happens, and adjust quickly. 
Learning happens alongside delivery. It is not an extra task. 

We build skills on purpose. When we see gaps, we invest in training, practice, and shared learning. We 
test assumptions through action and review results openly. When outcomes are unexpected, we treat 
them as information, not failure, and use them to improve decisions and reduce long-term risk. 

People can ask questions, admit uncertainty, and learn out loud without fear. We share lessons across 
teams so improvement builds over time. As we deliver, we become more capable, adaptable, and 
resilient. 

Signals:  
Use these signals to ask:  

• Are our work cycles short enough to pause, reflect, and adjust? 
• Are we intentionally closing skill and knowledge gaps? 
• When something doesn’t work, do we treat it as information rather than failure? 
• Are people comfortable saying “I don’t know yet” and learning openly? 
• Are we creating space to share lessons and build capability across teams? 

If signals are weak, adjust by: 
Naming learning goals explicitly, shortening cycles to force reflection, investing in targeted skill-building, 
sharing lessons across teams, and delaying scale until learning is demonstrated. 

Empowerment  
People lead from their roles with clear authority and ownership.  

Information Services is an organization of leaders, not layers of management. Clear roles, explicit 
authority, and known decision pathways allow people to act with confidence and good judgment.  
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Empowerment means ownership, not delegation.  It means the person closest to the work makes the 
decision, within clear guardrails and shared purpose. People know what they can decide, when to seek 
input, and how to resolve issues without defaulting to escalation.   

When empowerment is real, decisions move faster. Accountability is visible. Learning continues. 
Momentum builds without adding more control. 

Signals  
Use these signals to ask:  

• Do people understand what they are authorized to decide? 
• Do they know when to decide, seek advice, or involve others? 
• Are boundaries and intent clear enough to act with confidence? 
• Are decisions moving without unnecessary gates or handoffs? 
• When outcomes are unexpected, is learning shared without centralizing authority? 

If signals are weak, adjust by: 
Clarifying roles and domains, tightening decision boundaries, reducing gates and handoffs, creating clear 
pathways for resolving tensions, and sharing learning without centralizing authority. 

Modern Technology Enablement  
 We use modern technology to create measurable value for Revenue and the people we serve. 

We choose platforms and tools that simplify work, connect systems, and increase resilience. We align 
with enterprise and statewide shared services when they strengthen interoperability and reduce 
duplication. Every major technology decision should clearly improve compliance, service quality, 
efficiency, or trust. 

Modernization is not about new tools. It is about creating capacity. Strong architecture, automation, 
responsible AI use, and disciplined data practices reduce manual effort, shorten cycle times, and improve 
accessibility, freeing staff to focus on higher-value work. 

As technology evolves, our delivery practices evolve with it. Governance and review processes adapt to 
support automation, reuse, and integration so value moves faster without creating future burden. 

Over time, our technology decisions should increase speed, reliability, and trust, not create hidden 
maintenance or complexity.  

Signals:   
Use these signals to ask:  

• Is technology reducing drag and creating capacity? 
• Are we defaulting to platforms and automation that reduce time-to-value and risk? 
• Does each technology choice simplify work, improve accessibility or interoperability, or free staff 

for higher-value work? 
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• Are governance and delivery practices evolving to support automation and AI-enabled 
development? 

• Do technology decisions increase resilience over time rather than adding hidden complexity? 

If signals are weak, adjust by: 
Standardizing on enterprise platforms, aligning decisions to the Technology Strategy, redesigning 
governance to enable automation and AI, and delivering in smaller increments. 

Technology Strategy 
The Information Services (IS) technical strategy focuses on delivering value to Revenue through 
technologies, frameworks and IS governance. This strategy aligns with Revenue’s mission to efficiently 
administer tax laws and public service programs.  

This strategy serves as a compelling story and demonstrates alignment with public sectors mature and 
best practices, excellence in governance, and a commitment to our customers. Technology is moving at 
speeds unimaginable just several years ago. This strategy aligns Revenue with proven technologies that 
reduce operational burdens and enhance our ability to deliver world-class services. Each priority 
identified clarifies: 

• Rationale (“why”) – The underlying motivation and challenges addressed. 
• Meaning (“what”) – The clarity of what is the intent. 
• Value – The benefits for Revenue and/or the taxpayer. 
• Risks – Recognized risks, challenges and/or unintended consequences. 

IS Strategic Alignment 
This technical strategy uses the strategic outcomes identified in the IS Vision and Strategy as its 
foundation. Each technical strategy is connected to one or more strategic outcomes reinforcing IS overall 
strategies. This alignment is intentionally defined to strengthen, enable, and move forward the 
associated strategic outcomes. 

Tenets 
Our IS technical strategy tenets set a foundation for our values and focus when establishing the contents 
of this strategy.  

1. Customer first – IS and the technologies we provide are specifically for the needs and benefits 
for our customers. Our focus is always to benefit our customers first. 

2. Earn trust – The technologies IS has identified in this strategy focuses on maintaining and/or 
increase the trust of who we serve. 

3. Mission critical – IS and the technologies we manage are vital for our stakeholders and 
customers to maintain operations, aligning with all laws and regulations, perform secure and 
safe transactions, and maintain service availability.  

4. Operations simplification – Reducing operational impact and effort, freeing IS to direct focus 
toward simplifying how we deliver and maintain services. 

5. Cost optimization – IS will take advantage of technologies and vendors who reduce our 
maintenance and operational long-term costs. 
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6. Enterprise maturity – IS has an obligation to our stakeholders and customers to advance and 
refine our workflows and processes to add value and better support them.  

7. Industry alignment – Proven, secure and beneficial technologies are evaluated for the benefit of 
our customers, improving efficiency and reducing costs. 

8. Always Secure – Technology has opened new opportunities for bad actors to impact Revenue 
operations. IS focuses on best defenses using technology, policies and education to eliminate or 
reduce our ever-present threats. 

Revenue Business Strategy Alignment 
This strategy closely aligns with the following goals from the Revenue Strategic Business Plan. 

1. Workforce management 
Attract and retain talented new employees with a modern and flexible workplace. Provide and 
support continuous learning opportunities. 

2. Tax & Program Administration 
Address current and future workforce needs and empower employees to succeed. 

3. Customer experience 
Our primary focus is empowering our Revenue business partners and customers through self-
service technologies that improve outcome efficiency and reduce technical and business 
burdens. 

4. Promote innovation 
In conjunction with our business partners, we will be champions of proven innovation. Strategic 
Technology Priorities 

The following are top priorities and the foundation of our strategic approach to Revenue initiatives. All 
strategies are equally weighted and equally important. 

1. Transforming Customer Experience and Service Delivery 
Governor’s Executive Order 25-06 directs agencies to align digital solutions with the Wa.gov initiative 
and establish standards so every existing and future service aligns to a consistent, customer-first 
experience. We will rationalize and configure systems to a coherent user experience across browsers and 
mobile devices simplifying common tasks without removing needed functionality. We will ensure 
business subject-matter experts help shape those services workflows. Universal digital accessibility will 
be a mandatory design principle to broaden access to our services for all users and comply with legal and 
ethical expectations. The strategy emphasizes a human-centered design: standardizing where it 
increases customer experience, preserves flexibility, and makes everyday interactions straightforward, 
consistent and inclusive. 

IS Vision and Strategy Outcomes Alignment 
The Experience We Create and Strong Partnerships 

Value 
Aligning solutions around shared standards and UX patterns delivers immediate, low disruption gains: 
citizens and staff experience clearer, faster transactions; mobile optimized interfaces increase reach and 
convenience; and simplified entry points reduce support demands while keeping power features 
available behind the scenes. Embedding business SMEs throughout the lifecycle ensures that changes 
directly advance program outcomes, cut reworks, and accelerate adoption because designs map to 

https://dor.wa.gov/sites/default/files/2025-01/StrategicBusinessPlan-2024.pdf
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operational needs and regulatory constraints. Accessibility as a design imperative expands inclusion and 
strengthens public trust, while a federated but coordinated approach to standards enables local 
ownership to continue where it matters. Collectively, these decisions convert incremental improvements 
into measurable customer value: higher completion and satisfaction rates, fewer assisted transactions, 
faster time-to-change, and better alignment between digital services and mission outcomes. 

Risks 
Realizing this opportunity requires deliberate governance, visible executive sponsorship, and authentic 
SME participation; without them, standards may be unevenly adopted and the single experience 
objective weakened. Technical constraints in legacy systems can complicate mobile and accessible front-
end interfaces and will require pragmatic integration patterns rather than idealized rework. If SME 
engagement is superficial, designs may miss operational edge cases and trigger costly revisions, and 
overly aggressive simplification can obscure necessary functionality for advanced users. These risks are 
managed through a phased, use-case-driven approach, clear roles and service-level commitments that 
include SME responsibilities, and continuous user testing that validates usability while preserving 
functional depth. 

2. Cloud Platforms and Solutions 
DOR has adopted a Cloud First strategy as part of our agency strategies. A cloud strategy focuses on 
modernizing our infrastructure, improving our agility and reducing reliance on legacy and on-premises 
systems. As part of this cloud strategy IS also recognizes the importance of hybrid cloud models where 
we balance the scalability and innovation of cloud platforms with the control and compliance of localized 
on-prem environments. This shift enables faster service deployment, better disaster recovery, and a 
foundation for future digital capabilities.  

IS Vision and Strategy Outcomes Alignment 
Learning Culture and Modern Technology Enablement 

Value 
Cloud adoption empowers the agency to scale operations during peak times, reduce capital expenditure, 
increase our security posture, and accelerate innovation. It enhances resilience through distributed 
service-based infrastructure while only purchasing what we need when we need it. Reducing 
infrastructure costs by eliminating large refresh/renew costs due to device support end of life. Cloud-
native services also enable faster deployment cycles and a more seamless integration with technologies 
such as AI and other automation capabilities. Most vendor cloud offerings exceed Revenue, WaTech, and 
even federal security standards and service level agreements. For that reason, using cloud-based 
services along with a secure first architecture approach would result in exponentially increasing our IS 
risk deterrence posture. 

Risks 
Transition to the cloud introduces risks around migration, vendor lock-in and IS ownership restructuring. 
Migrating from legacy on-prem systems can be complex and costly, particularly where legacy systems 
lack vendor cloud migration support or require significant re-architecture.  

3. Artificial Intelligence (AI) Tools 
AI is a strategic enabler for Revenue operations and in support of taxpayer engagement. AI is already 
part of the many IS supported or approved applications in use today. AI generative tools are actively 
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being used today or being tested by multiple divisions to identify division and/or agency value. AI can 
simplify burdensome efforts, automate routine tasks, detect fraud, and reduce complex tasks. Revenue 
has a governing AI body with a vision, approved use cases and provides general 
policies/guidance/understanding of AI within Revenue. This strategy includes AI to account for the future 
adoption of AI technologies including but not limited to predictive AI (such as Machine Learning). 
Predictive AI offers an ability to further assist Revenue with research, pattern identification and 
identifying data anomalies that may be a near future need.  

IS Vision and Strategy Outcomes Alignment  
Learning Culture and Modern Technology Enablement 

Value 
Integrating AI into our working behaviors and utilizing AI based tools can simplify and improve the 
efficiency of tasks Revenue teams perform today and in the future. AI embedded in the services and 
tools we provide taxpayers can simplify how they find information and fulfill their obligations. AI’s ability 
to analyze data through predictive analytics and modeling enables proactive anticipation of risk and 
emerging trends. AI can also improve compliance, consistency, and accountability, strengthening public 
confidence in Revenue tools and actions. 

Risks 
Revenue AI risks are identified and outlined in detail at the IS AI Resource Center. Security is a high 
priority risk, some of which is due to misuse of AI tools (data privacy, data confidentiality, reputation 
harm) and data inaccuracy (errors, omissions, hallucinations, assumptions). 

4. IS Service Delivery Transformation 
IS focuses on the success of Revenue and the customers we serve. As part of our maturity, we refine our 
workflows, processes, collaboration, and communication to align with our business partners’ evolving 
goals, strategies and policies. Enterprise Architecture (EA) is a highly adaptable and proven strategic 
discipline that will help us establish or mature our repeatable workflows and processes improving our 
customer’s trust.  

IS Vision and Strategy Outcomes Alignment  
The Experience We Create, Strong Partnerships, Sense of Urgency, Learning Culture and Empowerment 

Value 
IS will mature our architecture approach to provide a more business focused and inclusive model, 
delivering high-quality services consistently regardless of the technical staff or business unit involved. 
Clear and transparent processes and artifacts will assist in fostering our customers’ confidence and trust. 
Improving our technical documentation will elevate the understanding and awareness of technical staff, 
increase our understanding of technical approaches and reduce our risks during operational events. 
Expanding how and where we include business partners within projects and other supporting efforts 
allowing a more interactive and agile understanding of business processes and operations. Also, refining 
how we communicate with our sponsors and business partners to elevate understandings, benefits and 
risks allowing our business partners to better participate and prepare for change. Finally, an approach to 
working backwards from the needs of our business partners and their existing process, reduces business 
impact in learning the new or changed solution and increases business partner trust. These 

https://stateofwa.sharepoint.com/sites/DOR-ISArtificialIntelligenceResourceCenter/DOR%20AI%20Library/Forms/AllItems.aspx?startedResponseCatch=true
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improvements will allow our architects to improve IS solution quality and overall 
communication/collaboration.  

Risks 
Changes to how IS operates will encounter some resistance rooted in the familiarity of current practices. 
Establishing a defined set of standards and guidelines carries its own risk, as excessive rigidity can stifle 
innovation or responsiveness. Flexibility within those standards and guidelines is key, but that too can 
create a level of confusion as to what is expected. Furthermore, a level of fatigue can occur due to a 
prolonged phase rollout and communication. 

5. Data and Analytics Evolution 
How data is being consumed and analyzed has drastically changed with the many systems managed by IS 
resulting in duplicative and disparate data sets. To meet the evolving technical landscape, support single 
sources of truth, and to align with our customers’ expectations of data analytics, IS will need to evolve 
our understanding and approaches to data architecture. Our data governance can be matured through a 
more unified approach to data architecture and data literacy. The need to mature our governance is 
greatly highlighted with the introduction, acceptance and use of AI-based tools inside our agency and by 
the public. Maturing our approach will involve improving data integrity safeguards, promoting data-
driven decision making, securing and simplifying our data sharing approaches, simplifying data access 
and sharing management, and improving our overall data quality. 

IS Vision and Strategy Outcomes Alignment  
Learning Culture and Modern Technology Enablement 

Value 
Maturing our data practices will convert fragmented information into a reliable strategic asset, improving 
decision speed, policy precision, and taxpayer outcomes. Strengthening IS data governance and data 
integrity reduces rework and establishes a single source of truth, enabling our agency and divisions to 
serve taxpayers more effectively. Enhancing our data sharing approach and practices will simplify, clarify, 
and secure data shared within the agency and with external sources. Finally, widespread data literacy 
enables customers and leaders across all of Revenue to self-serve, interpret results, and apply analytics 
consistently.   

Risks 
If not carefully scoped, planned, and sponsored, the maturity effort can negatively affect existing 
program delivery and increase customer frustration. While data governance maturity is necessary, it also 
risks adding bureaucracy if expectations are not clearly defined and communicated. Insufficient controls 
around data sharing, combined with the introduction of AI, elevate the agency’s exposure to biased 
outcomes, incorrect data interpretations, and reputation harm. 

6. Modernization and Centralized Services 
WaTech is expanding its services and solutions providing agencies with pre-negotiated off-the-shelf 
solutions to common needs at reduced prices and standardizing solutions across agencies. These pre-
negotiated agreements will allow Revenue operations to align with statewide standards and initiatives. 
This establishes some direction for how Revenue can select and implement vendor-provided offerings 
that are consistent with state standards while remaining responsive to our customers’ needs. By focusing 
on proven, vendor-supported solutions that can be shared, adapted and scaled, the strategy ensures 
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multiple agencies are able to collaborate, support and identify best in class deployment configuration 
and strategies that improve how IS is able to support our customers. 

IS Vision and Strategy Outcomes Alignment  
Strong Partnerships, Learning Culture and Modern Technology Enablement 

Value 
The value of this initiative lies in lowering long-term costs by using pre-authorized services and 
leveraging economies of scale in licensing, training and support. It also allows IS to focus on mission 
delivery while drawing on subject matter expertise distributed across agencies through shared services 
models. Aligning with WaTech standards ensures that our solutions are interoperable, secure and 
consistent with broader state initiatives, which enhances customer trust and creates a more seamless 
experience for our customers. Ultimately, this initiative allows our agency to take full advantage of the 
investments the state has already made, ensuring that every service IS delivers contributes to a unified, 
customer-centric experience. 

Risks 
The primary risk for IS lies in the pace of adoption, understanding, and time to assess and onboard 
WaTech pre-negotiated solutions. If adoption is delayed or uneven, our agency may not fully realize the 
cost savings or customer experience improvements envisioned. There is also the risk that reliance on 
WaTech provided services could limit flexibility in addressing unique agency needs if not carefully 
managed. These risks can be mitigated through open communication with WaTech and understanding 
their plans, unbiased communication with IS leaders, clear business requirements (not just solutions) 
from our customers, detailed change management planning, and close collaboration with other agencies 
ensuring solutions are configured to meet both statewide standards and Revenue specific requirements. 
By approaching adoption as an opportunity to modernize and streamline, IS can minimize disruption 
while maximizing the benefits of alignment. Furthermore, the lack of WaTech service level agreements 
and WaTech inconsistent communication during customer impacting events negatively impacts IS’s 
ability to grow and maintain our business partners’ and customers’ trust. 

Important but Not Identified as Strategies 
This section specifically addresses critically important activities that consume much of the time of IS and 
are a fundamental focus of IS.  

GRC, Legislation, Executive Orders, IRS 
Revenue is the primary licensing and tax collection agency, IS is specifically mandated to fulfil the laws 
and directives with the technologies Revenue business partners and our customers utilize. Therefore, IS 
did not identify any Governance Risk and Compliance, Legislation, Executive Orders or IRS work as a 
strategy as it is our obligation.  

Security 
Security is interwoven in every technology IS deploys, supports, manages and reviews. The IS Security 
team governs how all IS technologies comply with the policies and standards set by the Washington 
State’s IS Board (ISB). Therefore, security is not called out as a strategy but is a critical necessity that we 
practice every day. While IS continues to identify opportunities to further harden our security standards, 
technologies, and governance, it remains a foundational obligation rather than a discrete strategy. 
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Automated Tax and Licensing Administration System (ATLAS) 
We have a strategic partnership with the company FAST to meet Revenue’s unique mission of 
administering tax and public service programs. FAST’s GenTax (product leader in this niche industry) is 
the platform ATLAS is built on. It requires rigor to maintain, enhance and operate, which is why the 
ATLAS Management Program (AMP) is a cross-functional, dedicated team of Revenue and FAST 
employees. AMP typically operates with at least one large project in progress (implementing one or 
more new features, legislative or other mandates, and service packs or version upgrades) while 
performing continuous maintenance and operations (request fulfillment, defect resolution, etc.). The 
AMP team resolves an average of 1500 change requests (SQRs) annually. 

As the FAST product matures through continuous innovation and Revenue’s operational needs evolve, 
opportunities for further improvement continue to emerge. Some initiatives on the horizon include: 

1. Expanding integrations for more customer communication channels, like SMS, and chat. 
2. Future form recognition abilities to validate documents submitted by customers. 
3. Increasing accessibility to data for visibility/decision making 

Definitions 
For purposes of this document: 

a. “Business Partner” – All divisions within Revenue.  
b. “Customer” – Any individual or entity that interacts with state government services, including, but 

not limited to, residents, businesses, and visitors to the state. Customers may interact with state 
government directly or indirectly through subrecipients of state and federal funding, or through 
contractors or other non-profits acting on behalf of the state.  

c. “Customer experience” – Sum of all interactions a customer has with state government services, 
including digital and in-person touchpoints. The quality of customer experience is measured by the 
customer’s overall satisfaction, ease of access, and effectiveness of the services received.  

d. “Human-centered design” – The practice of putting every person— including those who will use or 
be impacted by a program, service, or process—at the center of the design when planning and 
organizing people, policies, infrastructure, communication, and material components of a service. 
The goal of human-centered design is to improve the quality of the interaction between a state 
government service provider and its customers. 
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