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Today’s Agenda

• What is No Wrong Door Virginia?

• Why build a Social Health Connector?

• Timeline of building it

• Social Health Connector walk-through

• What’s behind  the scene - technical discussion

• Q&A



What Is a No Wrong Door System?

Before NWD Implementation After NWD Implementation



The Service Finder helps you locate 
resources. You pick the county or city to find 
topics in that area including housing 
options, in-home services programs and 
more.

Start exploring your community via an 
interactive Virginia map showing services and 
things to see and do in your neighborhood.  
Save your finds into to a personalized profile.

NWD Virginia Easy Access – Award winning site

https://easyaccess.virginia.gov

Chat with a 
live 211 

specialist



Why build a Social Health Connector?

Welcome to the No Wrong Door presentation to VITA



Definition of social isolation: 

• A state in which the individual 
experiences less social engagement 
with others than they would like, and 
they report that this interferes with 
their quality of life. (based on 
Nicholson) 

Definition of social connectedness: 

• A state in which the individual 
experiences a satisfying number of 
social gatherings, close 
relationships and/or satisfaction with 
social contacts and reports that 
these experiences maintain their 
quality of life. (based on Toepoel) 

(Amateau, G., Gendron, T., Hickey,P., Link, S., MacDonald, C., Watson, T., Welleford, E.A., 2016)

The Connectedness Continuum

The Connectedness Continuum



Social Health Connector
What is the Social Health Connector?
A tool to engage an individual in a reflective, person-centered virtual 
conversation about the benefits of social connections and providing 
resources to support good health and quality of life.

How does it work?
The Social Health Connector asks the individual a series of questions. The 
answers to those are analyzed to enable the recommendation model to 
craft the personalized Social Connection Plan for the individual. This plan 
can be saved into the individual’s personal profile on Virginia Easy Access.

WINNER! 
ACL Mental 

Health 
Challenge

WINNER! 
ACL Mental 

Health 
Challenge



Social Health Connector - Roadmap



Meet EthanLet’s Meet Ethan

Ethan Patterson
Background:
• Age: 61
• Occupation: Retired librarian
• Location: Urban area

Personal life:
Ethan lives a solitary life since his 
retirement.
He is unmarried and has no 
immediate family or close relatives.
He is passionate about literature and 
reads and writes a lot.
Dealing with health issues that limits 
his mobility and impacts his 
engagement within the community.
Coping with the loss of purpose his 
job provided.



The Service Finder helps you locate 
resources. You pick the county or city to find 
topics in that area including housing 
options, in-home services programs and 
more.

Start exploring your community via an 
interactive Virginia map showing services and 
things to see and do in your neighborhood.  
Save your finds into to a personalized profile.

NWD Virginia Easy Access – Ethan’s experience



Social Health Connector Questionnaire 

• Tell us some activities you 
enjoy doing

• Are there things that keep you 
from doing the things that you 
enjoy?

• If you answered Yes, what are 
they?

• What are some new things 
you would like to start doing

• What are things you would 
like to stop doing?

• What makes you feel relaxed?

About Your Connections About You DoneLet’s Begin

• Do you have someone to call when 
you need help?

• Think about the people you are 
closest to. Do you feel supported by 
then?

• What would make you feel more 
supported?

• Do any of the following make it 
harder to socialize with others?

• Do you provide care so someone that 
needs help with everyday tasks?

• Does anyone live with you?

• When you think about your closest 
relationships, do you feel safe?

• Have you been impacted by any of 
these life events in the last year?

• Is there anything else you want to 
share that relates to your social 
health?

• Are you currently employed or 
volunteering outside of your home

• What is your email address?

• Do you want to save your 
personalized plan in a secure 
personal profile?

• What is your age?

• Are you a veteran?

• What is your gender?

• What is your race?

• What is your ethnicity?

• Would you like to receive 
resources and tools from us?

©

You Are Not Alone

• I am filling this survey 
out on behalf of myself / 
someone else

• What is your ZIP Code



The individual answers a series of questions

Questions:

©

Graphics support the user experience while stepping though the questionnaire. 
Virginia’s Easy Access color palette will be applied, incorporating the warm tones that enhance the user’s 
experience.

• I am answering on behalf of …
• What are some activities you enjoy 

doing?
• Are there things that keep you from doing 

the things that you enjoy?
• What are some new things you would like 

to start doing?
• What are things you would like to stop 

doing?
• What makes you feel relaxed?



Questions:

©

About Your Connections

• Do you have someone to call when you 
need help?

• Think about the people you are closest to. 
Do you feel supported by them?

• Do any of the following make it harder to 
socialize with others?

• Do you provide care to someone that 
needs help with everyday tasks?

• Does anyone live with you?
• When you think about your closest 

relationships, do you feel safe?
• Have you been impacted by any of these 

life events in the last year?
• Are you currently employed or 

volunteering outside of your home?



My Social Connection Plan



My Unique 
Considerations

These responses have been 
shown to decrease your 
likelihood of social isolation or 
loneliness. Try to maintain and 
grow these social safety nets. 

Research has found mixed 
results on the impact of some of 
your responses. It will depend on 
how you experience them. 

You may need additional support 
to deal with responses that have 
been shown to increase social 
isolation and loneliness.



Resources recommended by the plan

Address      Phone #      Website

ASSISTIVE TECHNOLOGY CONSULTATION
VIRGINIA ASSITVE TECHNOLOGY SYSTEM

2001 May will St, Suite 202 Richmond, VA 23230
(804) 662-9990
http://vats.com

ASSISTIVE TECHNOLOGY CONSULTATION
VIRGINIA ASSISTIVE TECHNOLOGY SYSTEM

2001 May will St, Suite 202 Richmond, VA 23230
(804) 662-9990
http://vats.com



Further 
Reading

QR Code to 
FAQ Page

Disclaimer 
statement

Additional links

My Profile

My Links | My Plans

Social Health Plan  Fri 05/12/2023  Myself
Social Health Plan  Tue 18/9/2023 Client

Save



Behind  the scene: Design Elements Coding and structure 

Service Recommendations Service employs artificial intelligence concepts and algorithms to offer tailored 
services to citizens based on relevancy and location

With the various testing phases and subsequent adjustments, the model’s intelligence and as a result 
predictions generated were improved from that of a mere toddler to a well-informed young adult.



Behind  the scene: Testing Cycle 1

Service data improvement: During this phase UWWW/211 team assisted with 
improving service data quality and Fine tuning of localization methods assisted in 

bubbling services closer in proximity to the surveyor to the top of the list 



Behind  the scene: Testing Cycle 2

211 API improvements : API efficiencies were found and thereafter promptly 
facilitated by the UWWW/211 team.



Behind  the scene: Testing Cycle 3

Refining word association governance and introduction of confidence level for 
suggestions: With the volume of test surveys taken some oddities in work associations 

were discovered and then rectified. 



Behind  the scene: Confidence Percentage

A calculated confidence percentage was also introduced to the plan for the surveyor to 
view to help boost their trust in the recommendation process. 

Different keywords are identified using taxonomy, description and name of the services listed 
within 211 databases. Different weights are assigned to these words per service based on where 
in these properties and how frequently they are found. 

o Keywords are also found using choices made and freeform responses given on a survey.

o The confidence score is generated as a product of all keywords found matching on a certain 
service and found in the survey responses.

o Additionally, a multiplier is used to reduce the relevance of a recommended service based on 
its distance from the surveyor.



Lessons Learned 

• Recommendations or answers generated by a service or only as good as the 
underlying data. It is very important to have consistent and complete information 
provided under each of the data points; assistive services in this case.

• As there are always variety of individuals taking surveys; providing that variety life 
experiences and perspectives during UAT testing is very important

• It truly takes time to achieve precision and perfection in an endeavor like this to 
revise and fine tune a solution like the one build under Social Health Connector 
survey 



Feedback Processing

In a machine learning or Artificially intelligent process it is very important for 
there to be a “feedback loop” that helps the model to learn from an expert 
user's opinion on how well the model did. 

We are looking analyze these survey feedbacks from Virginians to assist in 
building this piece of the process to truly unleash the beast!



Future Plans

• Creating a broadscale marketing & outreach campaign to reach as many 
Virginians as possible – individuals who can benefit from such a tool 
and who can provide feedback to grow and enhance the tool.

• Identify gaps in the community resources and services, as well as 
expose the resources and services that are highly utilized.

• Considering the creation of a plugin/widget to utilize on partner agency 
sites, including state agencies and localities.



Potential white board session:

1. How do you see your state agency utilize the tool?

2. How do you see using the Social Health Connector in your 
personal capacity?

3. Would you want this as a “widget” on your agency’s website?

4. Do you have internal resource databases that could potentially 
tie into this?



EasyAccess.virginia.gov

Thank You!


