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P R O J E C T  B A C K G R O U N D

E x e c u t i v e  S u m m a r y

Many people found the website easy to navigate and
straightforward. Highlighting resources that are already
available, such as instructional videos, would further
support what is working well already.

C O N T I N U E  T O  H I G H L I G H T  W H A T  I S  W O R K I N G  W E L L

"THE STATE IS DOING
WELL ALREADY,

KUDOS"

One of the most frequently discussed topics was the use
of translation. Participants appreciated that translations
were already available for text, and would like to see
more translation of chat and audio resources.

T H E  C U R R E N T  T R A N S L A T I O N S  A R E  G O O D  A N D
M O R E  W O U L D  B E  E V E N  B E T T E R

F I N D I N G S  &  D E S C R I P T I O N S E X A M P L E  Q U O T E S

Participants shared information about the importance of
connection. Participants expressed frequently helping
others or seeking help from community organizations.
More information sharing with community partners about
the online resources would be beneficial. 

S U P P O R T  C O M M U N I T Y  C A P A C I T Y  A N D  A W A R E N E S S  O F
T H E  R O L E  O F  T H E  S T A T E  T H R O U G H  P A R T N E R S H I P S

In thinking about the future direction of the website, many
participants expressed wanting to see more audio and visual
support resources in multiple languages as well as suggested
ways long forms may be made more approachable.

I D E A S  F O R  F U T U R E  D I R E C T I O N S  O F  W E B  R E S O U R C E S

While state agencies and entities will always have individual
needs, at times the differences across sites was confusing.
Expanding support resources, such as chat, more broadly as
well as routinely putting resources in a common location may
increase continuity across the sites.

I N C R E A S E  C O N T I N U I T Y  A C R O S S  D I F F E R E N T
S T A T E  W E B S I T E S ,  W H E R E  P O S S I B L E

In order to better understand the needs of Oregon communities, a series of focus
groups and interviews were performed to gather insight about how people are using
the State of Oregon Website,  challenges Faced, and ideas for improvement.
participants were recruited primarily from immigrant communities and communities
of color, since the 2022 Benchmark survey identified barriers to access for these
communities.

"A LOT OF TIMES THE
TRANSLATION IS NOT
HELPFUL. HAVING A

LITTLE VOICE OVER IF
YOU CAN IN THE

VIDEOS IN DIFFERENT
LANGUAGES..."

"[THE CHAT]
WOULD BE

USEFUL
ACROSS ALL
WEBPAGES."

"IF THE STATE CAN
REACH OUT MORE

READILY AND MORE
REGULARLY AT THE

COMMUNITY EVENTS...
THAT WILL HELP NEW

IMMIGRANTS"

"THE WEBSITE COULD
BE ABLE TO READ

OUT WORDS, IT
WOULD BE VERY

HELPFUL"
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P r o j e c t  D e s c r i p t i o n
The State of Oregon's E-Government
Program provides services to members
of the community which are
accessible from both mobile and
desktop devices.  As part of the
process to understand the needs of
the public and the public 's  experience
with the online resources,  a survey is
administered every two years .  

The most recent benchmark survey,
completed in 2022,  included
responses from 1200 individuals who
reside in the State of Oregon. The
2022 Benchmark Survey Report
(Girard,  J . ;  Gibb, G. ;  Kokedhima, I . )
identif ied two demographic groups
that were more l ikely to experience
barriers with accessing the State of
Oregon web resources -  immigrants,
refugees,  and asylees as well  as people
who speak a language other than
English.  

While the Benchmark Survey Report
offers a broad perspective of the
online services of the State of Oregon,
additional information was needed
about the specif ic challenges and
expectations of members of
immigrant communities and
communities of color .  Specif ically ,
through a targeted research approach  
we sought to understand:

1 .  Why do participants in this study
report using the state website?
2.  How people navigate the state
website?

People with disabil it ies
Members of the business
community.

3 .  What are the challenges for the
state website?
4.  How do people troubleshoot
problems with the website?
5.  What do people f ind easy with the
website?
6.  What do people want in the future
from the State's online resources?

These questions were designed to
both understand existing challenges
and use patterns as well  as to el icit
responses about possible future
directions for the platform. Focus
groups and interviews were chosen
for the data collection method due
to the depth of data desired from the
study and the abil ity to specif ically
recruit members of communities
who experience greater barriers to
access (Morgan, 1996) .

In order to have a targeted
recruitment strategy and the proper
structures in place for data
collection (e.g. ,  translators at
meetings) ,  this study focused on the
recruitment of members of
immigrant communities and
communities of color .  However,  there
were two additional groups who
were identif ied in the 2022
Benchmark Survey Report (Girard,  J . ;
Gibb, G. ;  Kokedhima, I . )  that would
also benefit  from additional fol low-
up research:
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o u r  G o a l s  a n d  O b j e c t i v e s
The f indings from the E-Government Program's 2022 Benchmark Survey Report
(Girard,  J . ;  Gibb, G. ;  Kokedhima, I . )  suggested that members of immigrant
communities and  communities of color experience greater barriers to accessing
the State of Oregon's online resources.  Building upon these f indings,  this
qualitative analysis was designed to gather additional in-depth information
about the existing barriers for these communities and generate ideas for future
improvements.  Improving customer experience is a central  goal of the State of
Oregon’s E-Government Program and this research was performed in support of
creating equitable access for al l  Oregonians.

The objective of this report is  to accurately represent the ideas,  concerns,  and
feedback of the people who chose to participate in this research. Importantly ,
although we asked questions targeted at learning about the online experiences
with the State of Oregon E-Government Program, the l ived experience is not
bound by the l imits of a single program. The experience of individuals does not
necessari ly match the programmatic boundaries of the State organization.  Many
of the participants described the fullness of their  experiences,  including what
was happening in their l ives as individuals ,  who they interacted with to gather
information or seek assistance,  their  experience with the steps that they were
asked to complete online,  and the resolution.  As a result ,  some of the f indings
presented may cross program boundaries or even extend to partnerships outside
of the State of Oregon as an organization.  These experiences are included
because they are integral in providing a holist ic view of how people experience
the service and information seeking process,  as well  as reflect the way
participants '  navigate their needs.

H o w  t h e  d a t a  w e r e  c o l l e c t e d
A B O U T  T H E  F O C U S  G R O U P S  A N D  I N T E R V I E W S

The main aim of the qualitative phase of the study was to contextualize
the information gathered through the E-Government Survey from phase
one. As such, focus groups and interviews were determined to be the
most effective data collection methods for capturing study participants’
experiences with accessing and navigating the State of Oregon website.
Focus groups are a preferred data collection method when the research
focus is designed to el icit  responses collectively over a given topic.  One
of its major strengths is that participants can build on the responses of
others in the group to draw out a more holist ic view of the groups’
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experience with the topic (Thomas & Campbell ,  2021) .  This proved to be
useful for the Russian and Ukrainian participants who shared similar
l inguistic and cultural translation challenges.  Focus groups were
conducted for larger groups of participants with 8-12 members.  More
information can be found in Table 1 .  

Interviews were conducted with three aims in mind. The f irst was to pilot
the questions to ensure the participants understood what was being
asked and any issues with comprehension were addressed. The second
was to take advantage of the availabil ity of those participants who
wanted to share their experiences,  but could not attend the scheduled
focus groups.  The third,  was to ensure the interviewer could establish
rapport with those participants who were not a part of a group. Many of
the focus groups were facil itated by an interpreter who is also a member
of that community (e .g. ,  Somali ,  Ukrainian,  Russian) and therefore
rapport was built  in.  For those not part of a group, rapport required more
time and intent from the interviewer (Thomas & Campbell ,  2021) .  As a
result ,  interviews were longer but al lowed the participant and interviewer
to engage at the beginning of the conversation and establish rapport .  

The focus groups and interviews were focused on the largest populations
in the State of Oregon that reported diff iculty accessing the state
website (Girard,  J . ;  Gibb, G. ;  Kokedhima, I .  2022) .  Focus groups were
conducted with Latino/Hispanic,  Somali ,  Russian,  Ukrainian,  and African
groups;  interviews were conducted with African American,
Latino/Hispanic,  Vietnamese,  and Chinese participants.  More information
about the participants can be found in Table 1  and a diagram of the in-
person focus groups can be found in Appendix A:  Focus Group Detail .

Statements from participants have been included throughout the report
in order to i l lustrate the primary f indings with the participants own
words* .  The scripts for the interviews and focus groups were written with
the research questions in mind and aimed at discovering the reasons for
usage,  challenges with the website,  and future expectations for
eGovernment services.  The primary questions included in the sessions are
provided in Appendix A and an overview of the analysis in Appendix B.

 

 
*Quotes have been edited for readabil ity (removing pause words such as uh,

um, and er )  and identifying information was removed. Extracts of long
statements were used where the full  statement focused on multiple topics.

R E C R U I T M E N T

Participants for the interviews and focus groups were recruited through
various forms of outreach. The most effective form was going through
established community based organizations and their member l istserv.  
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These organizations functioned as gatekeepers to the community and
facil itated participant recruitment (Negrin et al . ,  2022) .  Recruitment was
also done through passive methods such as posting recruitment f lyers in
the lobbies of community based organizations and more direct methods
such as sending participant information via email .  Both of these methods
are common forms of recruitment but are not always as effective as
recruiting through gatekeepers.  

Community based organizations outside of the Portland metro area (e.g. ,
Salem) were also contacted by email  and phone calls .  However,  while
many organizations seemed interested they were unable to recruit any
participants for the study.  In the future,  using more active methods of
recruitment,  such as setting an in-person introductory meeting with
organizations outside of the Portland metro area,  may result in greater
engagement and successful recruitment.  

Study participants were incentivized to participate.  A grocery store gift
card in the amount of $25 was distr ibuted to al l  participants after the
completion of the focus group or interview. Including incentives in
qualitative research has been shown to increase participant engagement
(Kelly et .  al .  2017) .  In addition to the $25 gift  card,  culturally appropriate
food/snacks were provided during the in-person focus groups,  as non-
monetary incentives have also been proven to motivate participants
(Fergusen & Wynne, 2021) .

R O L E S  O F  T H E  R E S E A R C H  T E A M

L E A D  F A C U L T Y :  
D R .  N I S H I S H I B A

P R O J E C T  O V E R V I E W

D A T A  A N A L Y S I S
R E P O R T  W R I T I N G
P R E S E N T A T I O N
O F  F I N D I N G S

P R O J E C T  L E A D :
D R .  G I R A R D

P R O J E C T  M A N A G E M E N T
R E C R U I T M E N T
D A T A  C O L L E C T I O N
D A T A  A N A L Y S I S
R E P O R T  W R I T I N G
C O M M U N I C A T I O N S :
P R O J E C T  U P D A T E S /
P R E S E N T A T I O N S

P R I M A R Y  P R O J E C T  L E A D :
D R .  C A N O

R E C R U I T M E N T
D A T A  A N A L Y S I S
R E P O R T
W R I T I N G

G R A D U A T E
R E S E A R C H

A S S I S T A N T :
B R A N D O N
F I E L D I N G
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T a b l e  1 :  F o c u s  G r o u p s  a n d  
 i n t e r v i e w s
A s  p a r t  o f  t h i s  r e s e a r c h ,  f e e d b a c k  w a s  c o l l e c t e d  f r o m  c o m m u n i t i e s  o f  c o l o r
w i t h i n  o r e g o n .  T h e  m o s t  f r e q u e n t  w a y s  r e s p o n d e n t s  r e p o r t e d  i n t e r a c t i n g  w i t h
t h e  s t a t e  o f  O r e g o n  o n l i n e  r e s o u r c e s  w a s  t h r o u g h  t h e  D M V  s i t e  t o  s e e k
s e r v i c e s  a n d  p a y i n g  t a x e s  o n l i n e  ( s e e  a p p e n d i x  C  f o r  m o r e  d e t a i l ) .

A F R I C A N  A M E R I C A N
O R  B L A C K

5 PARTICIPANTS ONLINE INTERVIEWS

A F R I C A N  4 PARTICIPANTS ONLINE INTERVIEWS

C H I N E S E 5 PARTICIPANTS ONLINE INTERVIEWS

L A T I N O  O R  H I S P A N I C
5 PARTICIPANTS ONLINE FOCUS GROUP &

ONE ONLINE INTERVIEW

5 PARTICIPANTS IN-PERSON FOCUS GROUP

R U S S I A N 8 PARTICIPANTS ONLINE FOCUS GROUP

S O M A L I 10 PARTICIPANTS IN-PERSON FOCUS GROUP

U K R A N I A N

V I E T N A M E S E 1 PARTICIPANT ONLINE INTERVIEW

 12 PARTICIPANTS ONLINE FOCUS GROUP



I T  S E E M S  Q U I T E
S T R A I G H T F O R W A R D .  I
D O N ’ T  S E E  A N Y
D I F F I C U L T Y  F O R  M E .

I T  W A S  O K A Y  T O  U S E
B E C A U S E  O F  H O W
A C C E S S I B L E  T H E
W E B S I T E  I S  A N D  H O W
U S E R  F R I E N D L Y  I T  I S ,
E S P E C I A L L Y  R E G A R D I N G
T H E  L A N G U A G E  O P T I O N S .  

R e s p o n d e n t s ,  i n  g e n e r a l ,  f o u n d  t h e  w e b s i t e  t o  b e  e a s y
t o  n a v i g a t e  a n d  a c c e s s i b l e .  
H o w e v e r ,  m a n y  p a r t i c i p a n t s  w e r e  u n a w a r e  o f
r e s o u r c e s  a l r e a d y  a v a i l a b l e  t h a t  w o u l d  m a k e
n a v i g a t i o n  e v e n  m o r e  a c c e s s i b l e ,  p a r t i c u l a r l y  f o r  n o n -
E n g l i s h  s p e a k i n g  c o m m u n i t i e s .  
W h i l e  t h e  w e b  p a g e s  c a n  b e  t r a n s l a t e d  i n t o  d i f f e r e n t
l a n g u a g e s ,  m a n y  r e s p o n d e n t s  d i d  n o t  k n o w  a b o u t  t h i s
o p t i o n ,  c o u l d  n o t  f i n d  i t  o n  t h e i r  p h o n e ,  o r  r e p o r t e d
t h a t  t h e  t r a n s l a t i o n  i s  n o t  c l e a r .
V i d e o s  e x p l a i n i n g  h o w  t o  c o m p l e t e  a  t a s k  a r e  a
v a l u a b l e  r e s o u r c e  a n d  m a n y  b e l i e v e  t h e r e  w o u l d  b e
b e n e f i t s  i n  i n c r e a s i n g  a w a r e n e s s  o f  t h e s e  v i d e o s  a s
w e l l  a s  t r a n s l a t i n g  t h e  a u d i o  i n t o  d i f f e r e n t  l a n g u a g e s .  

S u m m a r y :  

In al l  focus groups and interviews
we heard posit ive sentiments
about the current state of the
website and its accessibil ity .
People appreciated when they
were able to eff iciently complete
tasks online,  prepare for
appointments by printing needed
documents,  and be prepared in
advance with necessary
information when f i l l ing out forms.
Many respondents shared that they
thought the State of Oregon web
resources were very good. 
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P r i m a r y  f i n d i n g s :
C o n t i n u e  t o  h i g h l i g h t  w h a t  i s
w o r k i n g  w e l l



Additionally ,  many participants l iked the
visuals of the website and found the
landing page useful for navigating to
needed resources.  Although, a few found
the scroll ing challenging on a phone or
the background movement distracting.
There were relatively few comments on
the overall  look and feel of the website
and most comments focused on the
content when asked about ways to
improve.

At t imes participants noted that they
were surprised that a particular resource
already existed. For example,  many
participants were unaware of the abil ity
to translate the web pages to other
languages,  stating “Oh, nice!  I  never
realized there is a language feature
there.”  and “ I  think now that you have
shown me how, I  can translate the
website and videos into Spanish.  I  think
that is  a huge help already.”  

While the translation indicator is
available,  participants frequently noted
that it  was diff icult to f ind,  particularly
when using their phone. Others indicated
that the symbol for translation is not
universally understood. Even though they
see the globe symbol (along with the
English word “Languages” i f  they are
using a laptop) the symbol may not be
recognizable to al l .  

0 7
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F I R S T .  I  T H I N K  T H I S  I S  V E R Y  U S E F U L ,  V E R Y
C L E A R .  I T ' S  S H O R T .  I F  W E  C A N ' T  R E M E M B E R
E V E R Y T H I N G ,  I T ' S  O K A Y .  W E  C A N  P A U S E ,  G O
B A C K  A N D  L E A R N  A B O U T  I T  A G A I N .  Y E S ,  I  T H I N K
T H I S  I S  A  V E R Y  U S E F U L ,  H E L P F U L  V I D E O  C L I P .  

T H A T  C R E A T E S  A N  E A S I E R  A P P R O A C H  F O R
E V E R Y T H I N G .  E V E N  F O R  T H O S E  T H A T  D O  N O T
R E A D  O R  W R I T E .  A  L O T  O F  P E O P L E  A R E  V I S U A L
L E A R N E R S  S O  S E E I N G  T H I N G S  O N  V I D E O  W O U L D
B E  M U C H  E A S I E R .  

E S P E C I A L L Y ,  Y O U  K N O W ,  E L D E R L Y  P E O P L E  A S
W E L L . . . A  L O T  O F  T H E  P E O P L E  T H A T  I
E N C O U N T E R   J U S T  H A V E  T O  S E E  I T .  L I K E  I  H A V E
T O  W R I T E  I T  D O W N  A N D  V I S U A L L Y  S E E  I T
M Y S E L F .  S O ,  H A V I N G  T H O S E  T H I N G S ,  H A V I N G
T H E M  I N  O R D E R ,  I N  M Y  S P E C I A L T Y  F I E L D ,  I N  T H E
W A Y  I  T R A I N E D ,  I T  J U S T  M A K E S  I T  A  L O T  E A S I E R
‘ C A U S E  Y O U  H A V E  A  V I S U A L  A N D  Y O U  H E A R  I T
T O O ,  A U D I O ,  I T  H E L P S .

Many people were also unaware of the existence of videos which
explain how to complete certain tasks,  such as f i l l ing out an
unemployment application.  Respondents appreciated that the videos
are available and reported that these types of resources are very
helpful ,  especially for those who already use other video resources or
who do not prefer to learn through reading text .  For example,  after
showing an example video,  participants stated:
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T h e  c u r r e n t  t r a n s l a t i o n s
a r e  g o o d ,  a n d  m o r e  w o u l d  b e
e v e n  b e t t e r

P a r t i c i p a n t s  a p p r e c i a t e d  t h e  t r a n s l a t i o n s
t h a t  w e r e  a v a i l a b l e  a n d  w o u l d  l i k e  t o  s e e
t h i s  e x p a n d e d  f u r t h e r .
A d d i n g  a d d i t i o n a l  t r a n s l a t i o n  c a p a b i l i t y  f o r
n o n - t e x t  c o m m u n i c a t i o n s ,  s u c h  a s  c h a t  a n d
v i d e o ,  w o u l d  b e  b e n e f i c i a l  f o r  a c c e s s i b i l i t y .
E n s u r i n g  h i g h  q u a l i t y  a n d  a c c u r a t e
t r a n s l a t i o n  c o u l d  i m p r o v e  c l a r i t y  o f
c o m m u n i c a t i o n .
T r a n s l a t i o n s  i n  a d d i t i o n a l  l a n g u a g e s  o r
d i a l e c t s  w o u l d  i n c r e a s e  a c c e s s i b i l i t y  f o r
s o m e  c o m m u n i t i e s .

S u m m a r y :  

Translation or challenges with translation was one of
the topics that participants spoke about most
frequently .  The existing translations were greatly
appreciated and were found to be useful for people
trying to navigate the website in languages other than
English.  However,  there were issues with either certain
languages not available or the translations were
inaccurate,  For example:

M Y  L A P T O P  C H R O M E  W A S  I N  U K R A I N I A N ,  I T
W A S  A  L I T T L E  T O U G H  U N D E R S T A N D I N G  B Y  T H E
W A Y .  I  D O N ’ T  S E E  U K R A I N I A N  A S  A N  O P T I O N .

N O T  E V E R Y T H I N G  W A S  U N D E R S T A N D A B L E ,  T H E
T R A N S L A T I O N  W A S  N O T  F I N E ,  B U T  W E
G U E S S E D  W H A T  W E  S H O U L D  D O .  
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There were a number of different ways people
discussed possible improvements related to
translation.  First ,  increasing the number of translated
items was a primary concern.  While the text on most
web pages can be translated, the additional
communication modalit ies ,  such as video and chat,
are more l imited. For example,  participants stated:

T H O S E  C H A T  B O X E S ,  W H E N  T H E Y  A R E  A V A I L A B L E  O N  T H E
W E B S I T E ,  A R E  O N L Y  A V A I L A B L E  I N  E N G L I S H  A N D
S P A N I S H .  

H A V E  E V E R Y T H I N G  I N  D I F F E R E N T  L A N G U A G E S ,
A C C E S S I B L E  O N  P H O N E S .  

Participants frequently spoke about the importance of
having the information they need in their preferred
language. Particularly for tools that are aimed at
offering assistance,  such as chat or audio options,
having additional languages al lows the participants to
use language and search terms that they are more
familiar with and alleviates concerns around not being
understood due to accent or speech patterns.  As one
participant mentioned, “ I  think it  would be very helpful
and easier to navigate the website.  In Ukrainian
though.”

Second, increasing the accuracy of existing translations
and ensuring they remain accurate would also be
beneficial .  At t imes the current translations are not
clear ,  with one respondent stating “Some are good,
some could be funny.  For example,  the f irst one,  very far
left one.  This one is not the correct translation.  Yes,  it
makes strange sense in Chinese.”  

1 0
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However,  there is also recognition
that more detailed translations
could become out of sync as the
information is updated. For example,
“With multiple languages… its out of
sync sometimes.  That is  an issue for
the multiple languages.”  and “ In
sync is a big challenge, because you
need to keep many pages at the
same time with a lot of information.
It ’s  very easy to make some
mistakes. ”  So,  while additional
translations can increase access,
particularly for non-text items, there
is also the additional challenge of
keeping those items updated with
the translations.

Third,  people spoke about different
dialects or languages that were not
currently included in the translation
tools -  such as dialects of Somali .
While this l imitation came up less
frequently ,  it  is  an issue that may be
addressed with increased access to
videos that i l lustrate processes
where written translations are not
viable.  

A  L O T  O F  T I M E S  T H E
T R A N S L A T I O N  I S  N O T
H E L P F U L .  H A V I N G  A  L I T T L E
V O I C E  O V E R  I F  Y O U  C A N  I N
T H E  V I D E O S  I N  D I F F E R E N T
L A N G U A G E S . . . . T H E  I S S U E
W I T H  T R A N S L A T I O N  I S
T H A T  S O M A L I  H A S
D I F F E R E N T  D I A L E C T S .  S O ,
I F  Y O U  C L I C K  T R A N S L A T E  I
C A N ’ T  R E A D  T H A T  D I A L E C T
S O M E T I M E S … I T  I S  J U S T
M O R E  O F  T H E  W R I T I N G
T H A T  I S  C O M P L E T E L Y
D I F F E R E N T .  B U T  W H E N  I T
C O M E S  T O  S P E A K I N G  I  A M
A B L E  T O  U N D E R S T A N D . . .  
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I n c r e a s e  c o n t i n u i t y  a c r o s s
d i f f e r e n t  s t a t e  w e b s i t e s ,  w h e r e
p o s s i b l e

S O  N A V I G A T I N G  I T  W A S
P R E T T Y  S T R A I G H T F O R W A R D
F O R  M E , . . Y O U  K N O W ,  L I K E
Y O U ' V E  G O T  T H E  L I V I N G ,
J O B S ,  A N D  B U S I N E S S .
E V E R Y T H I N G  I S  R I G H T
T H E R E  A N D  Y O U  J U S T  C L I C K
O N  T H E  D R O P  D O W N  M E N U
O R  Y O U  C A N  S E A R C H  I T  U P
A N D  I T ' S  A C T U A L L Y  P R E T T Y
S T R A I G H T F O R W A R D .

W h i l e  n a v i g a t i o n  w a s  g e n e r a l l y  e a s y  f o r  p a r t i c i p a n t s ,
t h e r e  w e r e  a l s o  s u g g e s t i o n s  t o  m a k e  t h i s  p r o c e s s
m o r e  s e a m l e s s .
M a k i n g  t h e  c h a t  f u n c t i o n  a v a i l a b l e  a c r o s s  a l l  s t a t e
w e b  p a g e s ,  r a t h e r  t h a n  o n l y  a v a i l a b l e  t o  s p e c i f i c
s i t e s  c o u l d  h e l p  w i t h  n a v i g a t i o n  a c r o s s  d i f f e r e n t
a g e n c i e s .
H a v i n g  i m p o r t a n t  r e s o u r c e s ,  s u c h  a s  a c c o m m o d a t i o n
i n f o r m a t i o n  a n d  l i n k s  t o  h e l p f u l  v i d e o s ,  a v a i l a b l e  i n
t h e  s a m e  l o c a t i o n  a c r o s s  a l l  a g e n c i e s  a n d  e n t i t i e s
c o u l d  h e l p  a l l e v i a t e  s o m e  n a v i g a t i o n a l  c h a l l e n g e s
w i t h  f i n d i n g  t h e s e  r e s o u r c e s .
B r i n g i n g  t o g e t h e r  i n f o r m a t i o n  f r o m  v a r i o u s  a g e n c i e s
a b o u t  r e s o u r c e s  t h a t  a r e  c o m m o n l y  a c c e s s e d
t o g e t h e r  m a y  a l s o  o f f e r  m o r e  c o n t i n u i t y  f o r  e n d -
u s e r s .

S u m m a r y :  

Generally ,  navigation was viewed
positively .  This was particularly
true among participants who
spoke English and for those who
used the internet frequently .  The
web site was described as
“straightforward” and some
thought "navigation was easy"
with “vivid descriptions. ”  People
also appreciated when they
could fol low step-by-step
instructions.  One participant
stated: 



While there are obvious
benefits to individual-agency
control of website material ,  at
times the differences across
the websites added confusion.
Some participants indicated
that they navigated to the
page they needed via a third-
party search engine or just
cl icked around unti l  they
found what they were looking
for .  
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on the DMV website,  but it  was
somewhat unclear that the chat
function was l imited to the
DMV. When the chat box was
later used to query other state
resources,  such as
unemployment,  no results were
found - leading to frustration or
confusion.  

F I R S T L Y ,  I T  I S  V E R Y
D I F F I C U L T  T O
N A V I G A T E  B E C A U S E  I T
I S  V E R Y  C O M P L I C A T E D .
T H E R E  I S  A  L O T  O F
I N F O R M A T I O N  A N D
Y O U  M A Y  G E T  E A S I L Y
L O S T .  

S O  W H E N  I . . . G O  T O  Y O U R
W E B S I T E  A N D  L O O K I N G
F O R  S O M E T H I N G
[ B E C A U S E ]  I  D O N ' T  H A V E  A
L O T  O F  T I M E .  I  W A N T  T O
G E T  T O  M Y  I N F O R M A T I O N .  I
W A S  G O I N G  T O ,  B E C A U S E  I
W A S  T R Y I N G  T O  F I N D  A
C O N S U M E R  P R O T E C T I O N ,
R I G H T  [ F O R  E X A M P L E ] ?  S O ,
S C R O L L ,  S C R O L L ,  S C R O L L ,
S C R O L L .  A N D  [ I ]  K I N D  O F
G A V E  I T  U P ,  S O  I  W I L L  D O
A  G O O G L E  S E A R C H .  S O ,  I
D I D N ' T  G O  T O  Y O U R  [ S T A T E
O F  O R E G O N  W E B S I T E ]
S E A R C H .  I  H A V E  T O  D O  A
G O O G L E  S E A R C H .  G O T  I T .
O R E G O N  S T A T E  C O N S U M E R
P R O T E C T I O N .  O N  G O O G L E
S E A R C H ,  T H E N  G E T  I N T O
T H E  R I G H T  S P O T  A N D  I N .

People reported looking for a
wide variety of information,
including help creating a
resume and low cost legal
assistance.  However,  trying to
understand the architecture of
the state website was
confusing at t imes when
resources were assumed to be
state-wide,  but were actually
l imited to a specif ic agency.
For example,  people
appreciated the chat available
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When discussing chat resources
in general ,  respondents also
added that a human to chat with
would be more valuable than
simply a bot.

Continuity of resources across
different pages may also be a
way to highlight resources that
already exist .  For example,
including a l ink to videos in the
same location on agency
homepages could be a way to
highlight the video resources
available:

T H E S E  V I D E O S  W O U L D  B E
V E R Y  H E L P F U L .  I F  T H E Y
H A D  V I D E O S  L I S T E D  O N
T H E  M A I N  P A G E  T O  G U I D E
Y O U  F O R  D I F F E R E N T
S E R V I C E S .  T H E N  Y O U
C L I C K  O N  T H A T  V I D E O ,
T H A T  W O U L D  B E  E A S I E S T
F O R  M E .  

Some respondents also discussed
the desire to more easi ly locate
information about
accommodations or disabil ity
support resources.  For example,
one respondent was questioning
their upcoming challenge of
f inding accommodations for their
child at one state agency -   

stating “So,  we wil l  see how
diff icult this wil l  be to f ind out
what accommodations they
have for him.”  Including this
type of information in the same
place for each agency may
alleviate some of the challenges
in locating accommodation
information for each off ice or
agency separately .  

Bringing together information
for actions that frequently occur
together,  across state agencies
and entit ies ,  may also be a way
to increase continuity across
the state web resources.  For
example,  i f  somebody is looking
for disabil ity information for
their child,  they may also see
resources for caregivers and
links to accommodation
resources in other agencies.
Respondents also suggested
customized adverts as a way to
increase continuity across
entit ies which may connect
people to additional resources.

Finally ,  some participants noted
that they were asked to set up
different accounts or create
new passwords for different
state accounts.  A single account
with password could assist with
continuity across state
resources.
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S u p p o r t  c o m m u n i t y  c a p a c i t y
a n d  a w a r e n e s s  o f  t h e  r o l e  o f
t h e  s t a t e  t h r o u g h
p a r t n e r s h i p s

C o m m u n i t y  e n g a g e m e n t  i s  p a r t i c u l a r l y  i m p o r t a n t  f o r  t h e
c o m m u n i t i e s  w e  s p o k e  w i t h .  
P a r t i c i p a n t s  f r e q u e n t l y  r e p o r t e d  h e l p i n g  o t h e r s ,  b e i n g
h e l p e d  b y  o t h e r s ,  o r  r e a c h i n g  o u t  t o  o r g a n i z a t i o n s  w h i c h
i n t e r f a c e  w i t h  t h e  c o m m u n i t y  -  s u c h  a s  A Y C O ,  B i e n e s t a r
d e  l a  F a m i l i a ,  L a t i n o  N e t w o r k ,  a n d  P u b l i c  L i b r a r i e s  -  w h e n
s e e k i n g  a s s i s t a n c e .
W h e n  p e o p l e  a r e  f r u s t r a t e d ,  t h e y  a r e  s t i l l  r e a c h i n g  o u t  t o
a  l i v e  p e r s o n  -  e i t h e r  s o m e b o d y  t h e y  k n o w ,  a  c o m m u n i t y
o r g a n i z a t i o n ,  o r  a  s t a t e  e m p l o y e e .  
W o r k i n g  w i t h  t h e s e  o r g a n i z a t i o n s  a r o u n d  o p p o r t u n i t i e s
f o r  l o w - c o s t  e l e c t r o n i c s ,  c o m p u t e r  a c c e s s ,  a n d  s h a r i n g
i n f o r m a t i o n  c o u l d  h e l p  r e d u c e  b a r r i e r s  t o  a c c e s s .

S u m m a r y :



Orci varius natoque penatibus
et magnis dis parturient
montes, nascetur ridiculus
mus. Quisque elementum enim
sapien, sed tincidunt sapien
laoreet nec. 
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Participants frequently reported
relationships with other
individuals ,  both family and
friends,  as well  as relationships
with local organizations.  Often
this information was shared
with us in relation to how
people are seeking information,
supporting others ,  and looking
for help.  Participants often
expressed helping others in
their community and wanting
to learn more in order to share
with others ,  for example:

I  L I K E  T O  L E A R N  S O  I  C A N
T H E N  H E L P  O T H E R S  T H A T
N E E D  H E L P .

Y E S ,  I  T R I E D  A S S I S T I N G  A N
E L D E R L Y  P E R S O N  I N  M Y
N E I G H B O R H O O D  T O  A C C E S S
T H E  W E B S I T E  A N D  P U T T I N G
H I M  T H R O U G H  A S  W E L L .

F O R  M E ,  I  E N C O U R A G E D
T H E M  T O  T R Y  N E W  D E V I C E S .
L I K E  Y O U  C A N  G E T  A  B E T T E R
D E V I C E  T O  A C C E S S  T H E
W E B S I T E . . . J U S T  H O L D  O N ,
M A Y B E  T H E R E ’ S  A  L O T  O F
T R A F F I C ,  Y O U  C A N  T R Y
S O M E  M I N U T E S  L A T E R ,
M A Y B E  I N  T H E  M O R N I N G ,
M A Y B E  L A T E  A T  N I G H T ,  
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Frequently ,  when people were not
able to navigate their needs on the
website,  they sought a l ive person.
Some went to a fr iend/family
member or found somebody that
spoke English.  Others went to a
community organization for help:

T H E  T H I N G  W A S  T H A T
F O R  T H E  F O O D  S T A M P S  I T
R E Q U I R E D  A  L O T  O F
I N F O R M A T I O N  A N D
D O C U M E N T S .  I T  W A S  L I K E
A  2 0 - P A G E  A P P L I C A T I O N
S O  W H E N  I  W E N T  T O
B I E N S T A R  T H E Y  T O L D  M E
I T  I S  E A S Y ,  B U T  Y O U
H A V E  T O  K N O W  W H A T
Y O U  A R E  D O I N G … W H E N  I
C H E C K E D  O U T  O F  T H E
H O S P I T A L ,  T H E Y  S E N T  M E
A N  A P P L I C A T I O N  O N
P A P E R .  S O ,  I  T R I E D  T O
F I L L  I T  O U T ,  B U T  I T  W A S  A
L O T  T O  M A N A G E  W I T H  A
N E W B O R N .  S O  T H A T  I S
W H E N  I  L O O K E D  F O R
A S S I S T A N C E  A T
B I E N E S T A R …

While people noted these were
slower options,  they were sti l l
crit ical resources that people
uti l ized and rel ied upon when
"clicking around" or re-reading did
not suff ice.  

S O  F I N A L L Y ,  I  C A L L E D  T H E
D M V  A N D  T H E N  W I T H  S O M E
T R O U B L E  I  W A S  F I N A L L Y  A B L E
T O  T A L K  T O  S O M E O N E ,  A N D
T H E Y  E X P L A I N E D  T O  M E  H O W
T O  D O  I T  I N  T H A T  K I N D  O F
S I T U A T I O N .  A S  L O N G  A S  I  G O T
T O  T A L K  T O  A  R E A L  P E R S O N ,
I T  W A S  P R E T T Y
S T R A I G H T F O R W A R D .  O N L I N E ,
I  C O U L D N ’ T  F I N D  T H E
A N S W E R .

S O M E T I M E S  Y O U  H A V E  S O M E
Q U E S T I O N S  Y O U  R E A L L Y
W A N T  T O  T A L K  T O  S O M E O N E ,
A N D  I  K N O W  N O W  T H E R E  I S  A
L O T  O F  S E R V I C E S ,  L I K E  T H E
C U S T O M E R  S E R V I C E S  I S
A L M O S T  N O N - E X I S T E N T ,  A N D
Y O U  C A L L  I N T O  A  N U M B E R
A N D  I T ’ S  A L W A Y S  T H E
M A C H I N E ,  W H I C H  F E E L S  S O
F R U S T R A T I N G .

I  P A I D  O N L I N E  A N D  W H E N
[ T H E  L I C E N S E  P L A T E S ]  D I D N ’ T
A R R I V E ,  I  W E N T  I N T O  T H E
O F F I C E  A N D  P A I D  A G A I N .
T H E N  I  G O T  T H E  P L A T E S .  I
W A S  N E V E R  R E F U N D E D  F O R
T H E  O N L I N E  P A Y M E N T .  

Others sought assistance by going
into an off ice or tr ied to f ind a
phone number or email  address to
request help from an employee:
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The more people in the
community who know about the
state resources,  the more l ikely
somebody with a question wil l  be
able to identify the help they
need. As a result ,  partnering or
otherwise sharing information
with community organizations
would be a possible avenue for
increasing accessibil ity to state
resources.
 
For instance,  for immigrant
communities f irst and second-
generation children tend to
provide the support parents and
elderly community members
need to complete tasks related
to state services.  

K I D S ,  F A M I L Y ,  F R I E N D S
T H A T  S P E A K  E N G L I S H .
T H E Y  N E V E R  P H Y S I C A L L Y
W E N T  O N  T H E R E  [ W E B S I T E ]
O N  T H E I R  O W N  B E C A U S E
T H E Y  C A N ’ T  N A V I G A T E  I T ,
B E C A U S E  I T ' S  I N  E N G L I S H .

Participants suggested partnerships
with organizations who already
interface with the public ,  such as
AYCO, Bienestar de la Familia ,
Latino Network,  Slavic Family Radio,
or the public Library,  could be
helpful in bridging service gaps or
help with online tasks.  
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These community based services may be well  posit ioned to assist with
technological challenges.  One of the challenges that participants
described was a general discomfort with technology experienced by
some in their communities .  While there wil l  always be people who
experience this issue,  having greater capacity in the community as a
whole wil l  increase the l ikel ihood of them finding a trusted partner for
them to navigate with.  Examples of descriptions related to diff iculty with
technology are:

I  T R I E D  F O R  I D  B U T  I  D O N ’ T  H A V E  T H E  S K I L L S  F O R  I T .
T E C H N O L O G Y  S K I L L S .  I  W E N T  T O  T H E  O F F I C E .

M Y  H U S B A N D  C A N ’ T  U S E  I T  S O  I T ' S  D I F F I C U L T  F O R  H I M
A N D  N O W  I  H E L P  H I M .

[ T R A N S L A T I O N ]  W O U L D  B E  E A S I E R  F O R  S O M E ,  B U T  L I K E
H E  S A I D ,  I T  W O U L D  N O T  B E  B E N E F I C I A L  F O R  H I M
B E C A U S E  O F  T H E  T E C H N O L O G Y .  

T H E  I S S U E  I S  T H A T  Y O U  N E E D  A L L  Y O U R  D O C U M E N T S  [ A T
D M V ]  A N D  W H E N  Y O U  D O N ’ T  K N O W  H O W  T O  U S E  T H E
W E B S I T E  Y O U  C A N ’ T  C H E C K  W H A T  D O C U M E N T S  Y O U  W I L L
N E E D  T O  T A K E  T O  D M V  [ A P P O I N T M E N T ] .  

For others the challenge was rooted in lack of access to technology or
only having access via their phone rather than a laptop or computer :
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I   [ D O ]  U S E  T H E  I N T E R N E T ,  B U T  I  D O N ’ T  H A V E  A  C O M P U T E R
A N Y M O R E  A N D  I  D O N ’ T  L I K E  U S I N G  M Y  P H O N E .  M Y
D A U G H T E R  D I D  I T  F O R  M E  A N D  F O R  H E R  I T  W A S  E A S Y .



I  W I L L  S A Y  T H A T  S I M P L Y  H A V I N G  A  B I G G E R  S C R E E N  T O
V I E W  T H I N G S  O N  L I K E  O N  A  C O M P U T E R  W O U L D  M A K E  L I F E
E A S I E R .  S O M E T I M E S  D O I N G  I T  O N  T H E  P H O N E  D O E S N ’ T
H E L P . . . O N  T H E  P H O N E  T H I N G S  S E E M  A  B I T  M O R E
C O N F U S I N G  A N D  T H E  P R I N T  I S  R E A L L Y  S M A L L .  W H A T
S A V E D  M E  W A S  C A R R Y I N G  A R O U N D  A N  E L E C T R O N I C
T R A N S L A T O R  A P P  O N  M Y  P H O N E  T H A T  T R A N S L A T E S
E V E R Y T H I N G  F R O M  E N G L I S H  T O  S P A N I S H .  

Somewhat related to the challenges with the type of device being used is
just the speed of the device.  Respondents in multiple focus groups noted
that they struggled with the speed of the website.  They reported
encouraging others to try a different device with more RAM or trying at a
later t ime when there was less site traff ic .

These organizations may be wil l ing to share information about where and
how to access technology resources,  such as lower-cost electronics or
where to access public computer terminals with translators ,  providing an
opportunity for further collaboration.  
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One participant also noted challenges while using a Mac computer rather
than Windows-based machine,  stating "Then I  sent an email  and then
basically in this email  they [State of Oregon] were l ike ‘can you send me
screenshots of what you are getting’ ,  what is  the problem. Long story
short ,  it  seems there were issues with the mac computer I  was using."

 While some respondents indicated that they preferred to use their
phone, others found the screen too small  or the format challenging to
complete more detailed work.  



Orci varius natoque penatibus
et magnis dis parturient
montes, nascetur ridiculus
mus. Quisque elementum enim
sapien, sed tincidunt sapien
laoreet nec. 

C O M M U N I T Y  M E M B E R S  C O M E  H E R E  [ A Y C O ]  F O R  H E L P …
D U R I N G  C O V I D ,  T H E Y  [ C O M M U N I T Y  M E M B E R S ]  C A M E
H E R E  E V E R Y  M O N D A Y  A N D  F O R M E D  A  H U G E  L I N E
B E C A U S E  W E  W E R E  T H E  O N L Y  O R G A N I Z A T I O N  T H A T
W A S  O P E N  F O R  T H E M  T O  S U B M I T  T H E I R  C L A I M S .  T H E Y
K N O W  T H E I R  B A S I C  I N F O R M A T I O N  A N D  F R O M  T H E R E  O N
W E  T R I E D  T O  F I G U R E  I T  O U T .  I  W A S  D O I N G  E V E R Y T H I N G
O N L I N E .  I  W O U L D  A S K  T H E  Q U E S T I O N S  A N D  T H E Y
W O U L D  P R O V I D E  T H E I R  I N F O R M A T I O N .

T H E I R  M A I N  P R I O R I T Y  I S  T O  G O  T O  T H E  P L A C E  A N D
H A V E  I T  C O M P L E T E ,  R A T H E R  T H A N  O N L I N E .  T H E Y  W E R E
S O  U S E D  T O  G O I N G  T O  A  P L A C E  A N D  G E T T I N G  I T
F I N I S H E D ,  T H A T  I S  W H Y  T H E Y  L I K E  T H A T  O U T R E A C H .

… S P E A K I N G  A S  S O M E O N E  T H A T  W O R K S  I N  C O M M U N I T Y
O U T R E A C H  I  W O U L D  S A Y  T H A T  I N - P E R S O N  W I T H  T H I S
G E N E R A T I O N  I S  M U C H  E A S I E R .  P E R H A P S  F O R  T H E
Y O U N G E R  G E N E R A T I O N S ,  B U T  F O R  S O M E O N E  T H A T
A L R E A D Y  H A S  A  L A N G U A G E  B A R R I E R ,  T R Y I N G  T O
C O M M U N I C A T E  W I T H  S O M E B O D Y  T H A T  D O E S N ’ T  S P E A K
T H E I R  L A N G U A G E .  L I K E  F O R  D M V ,  I T  I S  V E R Y  D I F F I C U L T .
[ F O R ]  S O C I A L  S E C U R I T Y  I S  M O R E  E A S I E R ,  B U T
U N E M P L O Y M E N T  W A S  V E R Y  D I F F I C U L T  A S  W E L L .  
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Along the same l ines,  culturally specif ic community organizations f i l l  the
generational gap while adhering to cultural norms and providing
assistance in the language of origin.

Another suggested idea that could be done in partnership with
community organizations,  is  having a basic overview of the legal
framework of the state and government functions.  



Orci varius natoque penatibus
et magnis dis parturient
montes, nascetur ridiculus
mus. Quisque elementum enim
sapien, sed tincidunt sapien
laoreet nec. 

S O M E T I M E S  T H E  T E R M S  C O U L D  B E  A  L I T T L E  D I F F I C U L T
U N L E S S  T H E  P E R S O N  I S  F A M I L I A R  W I T H  C E R T A I N
S I T U A T I O N ;  T O  I M M I G R A N T S .  W H O  A R E  N O T  U S E D  T O  T H E
L E G A L  F R A M E ,  T H E  C U S T O M S ,  M A N Y  T H I N G S ,  S O R R Y ,  I T ' S
C L E A R  I N  V I E W ,  B U T  P E O P L E  D O N ' T  S E E  I T .  I T ' S  J U S T  F R O M
O N E  C U L T U R E  T O  A N O T H E R  C U L T U R E .  S O  I  T H I N K  T H A T ' S
M O R E  O F  T H A T  I N V I S I B L E  B A R R I E R  -  H A V E  T O  L I V E  H E R E
F O R  S O M E  T I M E  T O  B E  I N  T H E  E N V I R O N M E N T  A N D  G E T  I T .
T H A T ' S  H O W  I  F E E L .  

22

Participants also discussed the need for a primer on the services and
requirements of the state,  including what can be completed online,  with
terms clearly explained.

Orci varius natoque penatibus
et magnis dis parturient
montes, nascetur ridiculus
mus. Quisque elementum enim
sapien, sed tincidunt sapien
laoreet nec. 

S O  M A Y B E  Y O U  H A V E  S O M E  S O R T  O F  S H O R T  V I D E O  S A Y I N G ,
O H ,  Y O U  W A N T  T O  D O  T H I S ,  Y O U  N E E D  T O  D O  T H I S ,  O R  Y O U
N E E D  T O  G E T  Y O U R  D R I V E R ' S  L I C E N S E ,  Y O U  N E E D  T O  D O
T H I S ,  . . . S O  I T ' S  M O R E  T H A N  J U S T  T R A N S L A T I N G  T H E
L A N G U A G E .  I T ' S  A  C U L T U R A L  T R A N S L A T I O N  T O O L ,  I S N ' T  I T ?

E V E N  I F  T H E Y  G O  T O  [ S T A T E  O F  O R E G O N ]  W E B S I T E ,  T H E Y
D O N ' T  K N O W  W H E R E  T O  P A Y  F O R  A  D M V .  F I R S T  I S ,  T H E Y
D O N ' T  K N O W  W H I C H  P A R T  I S  O N  T H E  “ L I V I N G ”  [ W E B P A G E
L I N K ] ,  O R  O N  T H E  “ B U S I N E S S ” ,  O R  O N  T H E  “ G O V E R N M E N T ” ,
M A Y B E  O N  T H E  “ G O V E R N M E N T ” ?  B U T  F O R  T H E  F A R M E R ,
T H E Y  C O M E  O V E R  H E R E ,  T H E  F I R S T  T H I N G  I S  T H E Y  D O N ' T
K N O W  W H A T  D O E S  I T  M E A N  “ D M V ” .  

M A Y B E  S O M E  T R A I N I N G ,  E V E N T S ,  F R O M  D M V  O R  O T H E R
S E R V I C E S  T O  S H O W  U S ,  T R A I N  H O W  T O  N A V I G A T E  A N D
W H A T  T O  D O .  



S O ,  T H E Y  A R E  U P G R A D I N G  S Y S T E M S  T O  F O R  B E T T E R
A C C E S S  T O  C E R T A I N  T H I N G S  A N D  A L L  T H A T  J A Z Z  B U T
T H E R E ’ S  N O  S O R T  O F ,  “ W E  A R E  G O I N G  T O  O F F E R  A
T R A I N I N G  C L A S S ”  O R  “ W E  A R E  G O I N G  T O  H A V E
A N Y T H I N G  T H A T  T A L K S  A B O U T  T H I S  N E W  S Y S T E M ”  “ W E
A R E  G O I N G  T O  S E N D  Y O U  A  L E T T E R  T H A T  T A L K S  A B O U T
T H I S  S Y S T E M  A N D  H O W  G R E A T  I T  I S  A N D  H O W  O U R  T A X
D O L L A R S  A R E  W O R K I N G  T O W A R D S  I T  O R  S O M E T H I N G . ”
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Finally ,  the state could benefit  from these types of partnerships as part of
a change management strategy.  Partnering with community
organizations could assist in the spread of information when things
change, as described by one participant:



I  W O U L D  L I K E  T H E  C H A T
B O X  B U T  N O T  T H E
A U T O M A T E D  C H A T  B O X .
B U T  I F  I T  I S  L I K E  A  L I V E
P E R S O N .

I F  C H A T  W A S
A V A I L A B L E ,  A N D  I F  I  A M
C H A T T I N G  W I T H  A  R E A L
P E R S O N ,  I  B E L I E V E  I T
W O U L D  B E  R E S O L V E D
W I T H  C H A T .  B U T  I F  T H E
O T H E R  E N D ,  I F  T H E
R O B O T ,  I ’ M  N O T  S U R E .

C h a t  w a s  g e n e r a l l y  s e e n  p o s i t i v e l y ,  p a r t i c u l a r l y
w h e r e  t h e  a n s w e r s  a r e  a c c u r a t e ,  w h e n  c h a t t i n g
w i t h  a  l i v e  p e r s o n ,  a n d  w h e n  i n f o r m a t i o n  i s
p r o v i d e d  i n  m u l t i p l e  l a n g u a g e s .  
A u d i o  o p t i o n s ,  p a r t i c u l a r l y  i n  a  v a r i e t y  o f
l a n g u a g e s ,  a r e  a l s o  s e e n  a s  a n  a v e n u e  f o r  f u t u r e
e x p l o r a t i o n .
B r o a d e n i n g  s e a r c h  t e r m s  c o u l d  m a k e  t h e  s e a r c h
m o r e  a c c e s s i b l e  t o  m a n y  c o m m u n i t i e s .
L o n g  f o r m s  a r e  c h a l l e n g i n g  t o  s o m e  a n d
p a r t i c i p a n t s  v o l u n t e e r e d  s e v e r a l  i d e a s  t h a t  c o u l d
m a k e  t h e m  e a s i e r  t o  u n d e r s t a n d .

S u m m a r y :

Much of the conversation with focus
group and interview participants
focused on what people would l ike
to see in the future.  Participants
were asked questions about specif ic
technologies as well  open-ended
questions about what would make
their experience better in the future.  

One of the technologies that was
asked about specif ically was the use
of chat.  Participants did f ind chat
somewhat helpful ,  but was almost
always qualif ied as being important
to connect to a l ive person when the
appropriate information is not
found. 

I d e a s  f o r  f u t u r e  d i r e c t i o n s  o f
w e b  r e s o u r c e s
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This technology is already active on some state
web pages and the use of chat has grown
substantial ly in recent years .  Whether the chat is
connected to a l ive person or not,  having
multiple language options and more widespread
use of chat would be helpful as long as the
information remains updated and accurate.  

I f  chat is  developed further,  broad search terms
should be employed. One of the concerns with
searching, either chat or a search bar on the
website,  was the specif icity of the search terms
required to f ind the needed information.  Also,
some participants felt  the drop down menu
options can seem vague for a non-English
speaker.  Examples of comments related to the
concern about using the r ight search terms
include:

I  T H I N K  T H E  I S S U E  I S  T H A T  N O T  A L L  [ S T A T E  O F
O R E G O N ]  W E B S I T E S  H A V E  V I D E O S ,  A N D  Y O U  N E E D  T O
G O O G L E  F I R S T  T O  S E E  I F  O N E  E X I S T S  A N D
S O M E T I M E S ,  I  D O N ’ T  K N O W  T H E  R I G H T  W O R D S  T O
U S E  T O  G E T  T O  T H E  V I D E O  O R  I T  D O E S N ’ T  C O M E  U P
B E C A U S E  I  A M  N O T  U S I N G  T H E  R I G H T  S E A R C H
W O R D S .  

A N D  A N O T H E R  T H I N G  I S  C O N S U M E R  P R O T E C T I O N
[ C O N S U M E R  P R O T E C T I O N  U S E D  A S  A N  E X A M P L E
F R O M  E A R L I E R  I N  T H E  C O N V E R S A T I O N ] ,  B E C A U S E
T H A T  I S  A  S I T U A T I O N  M Y  D A U G H T E R  E N C O U N T E R E D
O R  I  F E E L  E N C O U N T E R E D .  W E  D O N ' T  K N O W  W H A T
S H O U L D  W E  D O ?  W E  E V E N  D O N ' T  K N O W  T H E
T E R M I N O L O G Y  C O N S U M E R  P R O T E C T I O N  I S ,  M A Y B E
W H A T  W E ' R E  T H I N K I N G  I S  C R E D I T  C A R D ,  B A N K  O R
W H A T E V E R  I T  I S .  
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An audio search option did receive posit ive feedback
related to ease of use,  reducing the barriers related to
l iteracy,  and potential ly helping community members with
vision impairments.  However,  participants were also
concerned that the audio may only be available in English
or the search terms would be too l imiting,  which would
limit its uti l ity similar to the text chat option.  For example:  

B U T  Y O U  S T I L L  N E E D  T O  K N O W  W H A T
S P E C I F I C  W O R D S  T O  U S E  R I G H T ?  I F  Y O U  A S K
O N E  T H I N G  A N D  S I R I  M I S U N D E R S T A N D S  T H E
A N S W E R  W I L L  B E  D I F F E R E N T .

I N  M Y  O P I N I O N ,  T H E  W E B S I T E  C O U L D  B E  A B L E
T O  R E A D  O U T  W O R D S ,  I T  W O U L D  B E  V E R Y
H E L P F U L  E S P E C I A L L Y  F O R  P E O P L E  W I T H  E Y E -
S I G H T  D I S A B I L I T Y .  T H E Y  W O U L D  H A V E  T H E
O P P O R T U N I T Y  T O  L I S T E N  T O  W O R D S  A N D
T A K E  T H E  N E C E S S A R Y  S T E P S .  

I T  W O U L D  S I M P L I F Y  T H I N G S  B E C A U S E  W H I L E
M A N Y  I N  O U R  C O M M U N I T Y  S P E A K  S O M A L I ,
T H E Y  D O  N O T  R E A D  O R  W R I T E  S O M A L I .  S O  I T
T A K E S  T H E M  A  L I T T L E  C L O S E R  T O  U S I N G  I T .
A L S O ,  F O R  S O M E  P E O P L E  T H E Y  A R E  M O R E
C O M F O R T A B L E  W I T H  S P E A K I N G  S O M A L I  T H A N
W R I T I N G  I T .
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Long forms were also brought up by participants in a
variety of contexts .  Participants had many ideas related to
completing long forms and making the process more
useful .  For instance,  adding checklists to the side to
ensure forms are completed correctly :



0 8

I  M E A N  F O R  T H E  P E O P L E  L I K E  M Y S E L F  T O O ,  L I K E  T H A T
W A N T  T O  S E E  H O W  T O  D O  I T  I F  T H E Y  H A V E  A  V I R T U A L
C H E C K L I S T ,  S O  S A Y  I F  Y O U  C L I C K E D  O N  A  S E R V I C E  Y O U
K N O W  A N D  B E F O R E  Y O U  E V E N  D O  A N Y T H I N G  T H E Y ' R E
L I K E  H E Y  W A T C H  T H I S  S H O R T  O N E  M I N U T E  V I D E O  O F
H O W  Y O U  S H O U L D  B E  D O I N G  T H I S  A N D  T H E N  O N  T H E
S I D E  Y O U  G O T  A  C H E C K L I S T .  O N C E  Y O U  F I L L  O U T  Y O U R
B A S I C  I N F O R M A T I O N  Y O U  P U T  A  C H E C K  N E X T  T O  I T .  I F
S O M E T H I N G  I S  O F F  M A Y B E  T H E  C H E C K  I S  R E D .  I F  I T ' S  A L L
G O O D  M A Y B E  I T ' S  G R E E N .
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In addition to uti l ity some participants also wanted the process to be
enjoyable,  such as:

P O S I T I V E  A F F I R M A T I O N S  T H R O W N  I N  T H E R E  A  L I T T L E  B I T ,
Y O U  K N O W ,  L I K E  J U S T  L I K E ,  ’ H E Y ,  D O N ' T  G I V E  U P  Y O U R
S E A R C H ’  O R  ‘ D O N ' T  G I V E  U P  Y O U R  J O U R N E Y , ’  ‘ Y O U  C A N
D O  I T  I F  Y O U  N E E D  T O  C O M E  B A C K  T O  I T . ’  Y O U  K N O W ,
J U S T  L I T T L E  M E S S A G E S  E V E R Y  N O W  A N D  A G A I N  I  T H I N K
I T  W I L L  B E  R E A L L Y  H E L P F U L .

Furthermore,  reducing pop-ups during the process and more clear
confirmation of receipt of information was mentioned. As well  as an
explanation on where the data that is  provided through the websites
goes after collection and how it  is  used. 

.  . . . B U T  I  T R I E D  T O  S E N D  M E S S A G E S  T H R O U G H  T H E R E
[ C H I L D  S U P P O R T  W E B S I T E ]  A N D  I  D O N ’ T  K N O W .  Y O U
W O U L D  T H I N K  T H E Y  W O U L D  L E T  Y O U  S E N D  M E S S A G E S
T H R O U G H  T H E R E ,  B U T  I  G O T  N O  R E S P O N S E . . . . S O ,  Y E A H
T H O S E  A R E  B A R R I E R S  T H A T  I  H A V E .  W H E N  Y O U  A R E
S U B M I T T I N G  I N F O R M A T I O N  A N D  T H E R E  I S  N O ,  ' T H A N K
Y O U ,  W E  R E C E I V E D  T H I S . '



We want to thank all participants who engaged in this process. Participants
shared their ideas, struggles, and insight with us openly and their active
participation in this process has led to many insights. We hope these insights
will support the community of Oregon now and in the future.

Continue to
highlight what is
working well Instructional videos

Page translations

Highlight already existing
resources, such as:

CONCLUSION

The current
translations are good
and more would be
even better

Continue to increase the
amount of translated
materials, especially audio
and support resources.

Increase continuity
across different state
websites, where
possible

Increase continuity across
state websites to help people
identify what they need faster
and more consistently.

Support community
capacity and
awareness of the role
of the State through
partnerships

Work with community
partners to share information
about new materials as well
as changes to processes.

Ideas for future
directions of
web resources

Expand support for long-form
completion and increase non-
text support resources (such
as chat and audio).
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A p p e n d i x  A :  F o c u s  G r o u p  D e t a i l

Participants were welcomed, informed about the study, and shown the
homepage for the State of Oregon (Oregon.gov):

1. Of the services listed on the screen and under the State of Oregon website,
what are some services (e.g., DMV appointment, unemployment application,
etc.) you have tried to access electronically through the State of Oregon?

2. What are some challenges or barriers you have experienced when trying
to electronically access services through the State of Oregon website?

3. Who has helped you navigate those challenges? (e.g., adult children,
teenage children, husband, wife, grandchildren, etc.)

4. How do you support your loved ones experiencing barriers to
electronically accessing services through the State of Oregon website?

5. What did you find easy about electronically accessing services through the
State of Oregon website?

6. Of the following training option videos, which do you think would make it
easier for you to electronically access services through the State of Oregon
website?

7. What would improve your experience when interacting online with the
State of Oregon?

8. What can the State of Oregon do to make our online resources more
useful to you?

9. Would you find integrated tools, like a chat box, that allow you to search
for other services related to your current application useful?

10. Should state’s online resources enable voice technology for English and
non-English languages?

11. Anything else you would like to add?
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S C R I P T :



Beaverton Library Conference Room – Spanish Language

A p p e n d i x  A :  F o c u s  G r o u p  D e t a i l
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D I A G R A M S  O F  T H E  I N - P E R S O N  F O C U S  G R O U P S

African Youth & Community Organization - Somali

1

2

3

4

5

P A R T I C I P A N T

P R O J E C T  L E A D  &  
F O C U S  G R O U P
F A C I L I T A T O R

T R A N S L A T O R

M E D I A :  V I D E O ,
A U D I O  &
R E C O R D E R

1

2

3
4

5
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Qualitative data analysis methods tend to be iterative, with the steps in the
process at times overlapping. Unlike quantitative data analysis, which is
more linear, qualitative data collection methods yield different types of data
(e.g., observations, verbal reports, text) that are captured and recorded by the
researcher (Dixon, et al, 2019). Therefore analysis begins during the data
collection phase where the researcher is simultaneously interpreting the
data as it is being recorded (see Figure 2.)

P R E P A R E  D A T A

A p p e n d i x  B :  D a t a  A n a l y s i s
H O W  T H E  D A T A  W E R E  A N A L Y Z E D

D R A W  &  E V A L U A T E
C O N C L U S I O N S

C O L L E C T  D A T A

I D E N T I F Y
C O N C E P T S ,

P A T T E R N S ,  A N D
R E L A T I O N S H I P S

F I G U R E  2 :  D A T A  A N A L Y S I S  M O D E L
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Despite this overlap, there is a standardized approach to preparing the data
collected. Much like in quantitative data analysis, the data collected must be
reviewed for errors “data cleaning” and organized in a readable format.
Unlike in quantitative data analysis, the data prepping phase also includes an
element of analysis where the research team transcribes the interview and
focus group recordings. This process, when conducted internally as was done
in this project, allows the research team to begin identifying recurring
concepts and patterns in the data. 

Therefore, the formal data analysis process began with the transcription of all
the recordings. Transcription was completed by the project lead (PL) and the
Graduate Research Assistant (GRA). Once transcription was completed the
PL, Project Assistant (PA), and the GRA reviewed the transcripts and began
identifying recurring concepts, mapping out patterns, and creating
relationships within the responses provided by the study participants. This
process was facilitated by coding the recurring concepts (e.g., DMV, videos,
voice technology), memo-writing patterns (e.g., older generations relied on
younger generations at home or in CBOs to assist), and diagramming
relationships (e.g., most participants preferred to access State of Oregon
services online due to convenience as long as they can understand the
process). All three mechanisms resulted in the development of themes.

Conclusions were evaluated as a team for their strength and quality. The
team developed five main themes from the data collected. These were
recurring patterns that summarized the obvious and underlying meanings in
the participants’ responses. Allowing the research team to review, evaluate,
and discuss the data themes together increased the reliability of the findings
through constant data comparison (Leung, 2015). 
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A p p e n d i x  C :  R e s o u r c e s
p a r t i c i p a n t s  r e p o r t e d  u s i n g

0 2 4 6

DMV 

Taxes or Revenue 

COVID/Vaccine Info 

Employment/Job 

Business 

Social Services 

Passport 

Search for Information 

Unemployment 

Food or bill assistance 

Child Support 

Notary 

Public Safety 

Education 

P&R 

Legal Resources 

Licensing 

Fishing Permit 

Medicare 

S
T

A
T

E
 R

E
S

O
U

R
C

E

N U M B E R  O F  P A R T I C I P A N T S  W H O  
R E P O R T E D  U S I N G  T H E  R E S O U R C E
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