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Talitha Consults

Interdisciplinary « Multilingual ¢ People-centered

Talitha Consults

Interdisciplinary & multilingual team at
Talitha Consults helps organizations
develop impactful programs, services,
and policies that strengthen communities
and improve outcomes through equitable
planning, meaningful engagement, and
strategic collaboration. The collective
team brings over 150 years of experience
In public innovations and are fluent in
fourteen languages.

‘ HOUSING FINANCE
A COMMISSION

Opening doors to a better life

Washington State Housing

Finance Commission

The Washington State Housing Finance
Commission is a self-supporting state
agency that finances affordable

housing across Washington. It funds
rental housing through tax credits and
bonds and monitors those properties
for compliance, which is where this
project’s forms come from.



Session outline: @@
. WHY & WHAT - Form & Language Access Initiative

295

. HOW - Implementation through three main approaches
1: Human-Centered Design

2: Universal Design for Learning

3: Cultural Humility

lll. WHAT challenges we experienced & HOW we navigated
them

IV. Questions & Answers




Poll Results

In my current role, | use housing forms or applications:

Poll question
In my current role, I

use housing
forms/applications:

My response

Never
Daily (everyday)

Weekly (2 to 3 times a week)

e D

Rarely (Less than once a month)

0 D

Only displaying the top results. There were 1 other poll options

M Housing WA Conference 2026

26 %

24 %

24 %

16 %

As of 10/21/2026- AM



WHY This Work Began

* Regulatory changes
* Opportunity to modernize long-standing compliance forms

Adopted Housing Opportunity Through

Modernization Act (HOTMA) Guidelines

olncome & Asset Rules
oReviews & Reexaminations
oDeductions & Relief



WHAT: We Set Out to Do (GOALS & OUTCOMES)

1.Review and redesign key compliance forms informed by users’ feedback
2.lmprove accessibility, clarity & ease-of-use

G] 3.Advance language accessibility
Digital Modernization

Accessible Design

Standards
oLarger Fonts oCompatible with diverse
oFillable PDF digital devices
oPlain English o Desktop, laptop, tablet
oScreen-reader friendly smartphones, efc...

8 First redesign in over 20+ years!z
Accessibility, Clarity & Ease-of-use (ACE) as main areas for design improvement



WHAT: DESIGN OUTCOME

RESIDENT ELIGIBILITY APPLICATION (REA)
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Household Eligibility Application (HEA)

PROPERTY MAME UNIT NUMBER NO. OF BEDROOMS

HOUSEHOLD {HH) NAME CURRENT HH SIZE

ORIGINAL CERTIFICATION EFFECTIVE DATE OF
DATE (mm/ddiyyyy) CERTIFICATION {mmiddyyyy)

CERTIFICATION TYPE

Initial Certification Recertification

THE FOLLOWING SECTION ISTO BE COMPLETED ENTIRELY BY THE APPLICANT/RESIDENT
Instructions: Fill out the table below with the names of everyone who will live in the home. Include
anyone you expect will live there at least half the time over the next year.

PART 1: PEOPLE IN YOUR HOUSEHOLD

Mame of Each Household Members Living | Date of Birth SSN ;
HH# |, e | Full-Time Student*
in the Apartment mm/ddyyyy) *Last 4 digits [ ) u
{HEAD OF HOUSEHOLD) Full-Time
1 M/A
Part-Time
Full-Time
2 M/A
Part-Time
Full-Time
3 M/A
Part-Time
Full-Time
4 M/A
Part-Time
Full-Time
5 M/A
Part-Time
Full-Time
6 MN/A
Part-Time
Full-Time
7 MN/A
Part-time

*Only the last 4 digits of the Social Security Number are required.

About Your Social Security Number: This form asks for vour Social Security number because of rules from
the Washington State Housing Finance Commission and the IRS. Your number will only be used to check if you
qualify for housing. If you do not have a Social Security number, you can use a Work Visa, Alien Registration
Card, Temporary Resident Card, ITIN (Individual Taxpayer Identification Number), or Employment Authorization
Card instead. If you do not provide a number, it may slow down or stop your application.

*What is a Full-Time Student? A full-time student is someone who is currently in school, plans to be in school,
or was in school for at least 5 months this year (the months do not need to be in a row). This includes students
in K-12, college, technical schools, and trade schools. Students on a student visa are also considered

full-time students.

www.wshfc.org/managers/forms-RC.htm Page1of 12
Household Eligibility Application | Rev. October 2026



HOW: Develop shared meanings & goals
Mixed-Method Engagement

* Outreach to residents at community
events (breadth)

.+ Engagement through individual ' ARl

interviews and/or group listening ‘
session (depth) ‘t _
Partnership
» Partnerships: building intentional Outreach Engagement

relationships over time, formal and
informal, between the Commission and
community partners.

Aligned with the Commission’s Values:
Equitable & Meaningful Engagement, Respect, Humility




WHAT: OUTCOMES

1.PROPERTY STAFF ENGAGEMENT

N 1
>4

78

Property
Staff
Interviewed

=
40+ 3

Reached

Pages of
Design Western, Central,
Suggestions and Eastern

Regions

Reach of
Residents
Across all
In-Person
Community
Events

T ENGAGEMENT

Residents Hours of
Engaged In-Depth
Interviews

—
XA
65%

Of the
Interviews
Conducted
In-Language
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Residents

Approach #1:
Human-Centered Design (HCD)

Not always linear-- %
1.Prepare: Plan before you engage. .-
2.Discover: Listen and learn. H :“EP“?IIJE' |
3.Define: Make sense of what you e
heard. it
4.0ffer Input: Share, test, and
close the loop. Bring it back to the Define

community. o

PROPERTY MANAGERS



For WHOM & HOW we measure results

Helps ensures Accountability & Transparency, Diverse representation

People-Centered Mission-Centered Place-Based
Permanent Supportive Housing Permanent Supportive Housing Geographic Representation from
(PSH) (PSH) Western WA, Eastern WA, Central
WA
55+ and Residents with Disabilities Ownership Structure
Resident Advocacy Groups Subsidy Status

(including case management or
service delivery staff who may or may

not be associated with the properties)

Property Management Companies

Immigrant communities
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Application:

Think, Pair, Share:
< ¢ In what ways are you already applying elements
of human-centered design in your current role?

FOR WHOM? FOR WHOM ? FOR WHOM?

Not always linear--
1.Prepare: Plan before you engage.
2.Discover: Listen and learn.
3.Define: Make sense of what you heard (interpret).
4.0ffer Input: Share, test, and close the loop. Bring it

back to the community.

& bit.ly/HCD_HousingWA
Scan QR code for worksheeft



HCD Key Takeaways:

O MO,

A

¥ O
Cacc
& @)

S

L

Each user will want to contribute &
participate in a variety of ways.
Diverse needs.
* Do you incorporate multiple ways of
user engagement?

Set clear goals & assess progress &
results.
 Who gets to define success?
 What does success look like?

User experience improvement is an
evolving process.
 |s continuous improvement a part of
your org’s culture?

wWHLA
YAKIMA HOUSING
~ AUTHORITY

" Committad o Safeand {0 yig=
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Approach #2: Universal Design for Learning (UDL)
Research-based educational framework by CAST to remove learning barriers
and accommodate diverse learners needs from the start.

Design Multiple Means of
Representation -

Design Multiple Means of

Engagement -

>

S

Design Multiple Means of 66
Action & Expression -

€

WHAT HELPS ME LEARNY

WHY | WANT TO LEARN

| Like fingerprints, no two brains are alike.

ks _.:
HOW | SHOW WHAT I’'VE LEARNED
e Photo Credit:
https://udlguidelines.cast.org


https://www.cast.org/what-we-do/universal-design-for-learning/
https://www.cast.org/what-we-do/universal-design-for-learning/
https://www.cast.org/what-we-do/universal-design-for-learning/
https://www.cast.org/what-we-do/universal-design-for-learning/

Multiple ways to recruit diverse target population

N S S S S S S S S S S S S S S S S S e . .. r——_—————————————————

| _ | Talitha Consults d Elguslh;g FINANCE I
Talltha CO“SU]IS d Housm(; FINANCE Intewdisciphinary = Mubtilingual « Prople-centeonsd MMISSION

I Interdisciplinary » Multilingual » Foplecentered COMMISSION Opening doors fa o better ife

Opening doors te o better ife

|
|
|
CUNG NHAU XAY DUNG NHA O TOT HON. l

| Benaem $opmMbI ANa apeHabl XXUnbs 6onee
| MOHATHLIMM, AOCTYNHLIMU M NPOCTLIMK

IB cotpyaHudectee ¢ Talitha Consults, Komucecus no
brHaHcMpoBaHWio kunea wtata Bawwunrtod (WSHFC) genaer
dopMbl 4N7 apeHabl XWNbsa 6onee NOHATHLIMIK 1M AOCTYNHbIMM.
JTO NOMOXET BCeM NOoNb30BaTenamMm Gopm — celyac, M B

| byaywewm.

Lam cho cac biéu mau nha & tré nén

ro rang, dé tiép can va dé sir dung

Hop tac véi cong ty tu van Talitha, Uy ban Tai chinh va Nha & cuia
Tiéu Bang Washington (WSHFC) dang cai thién cac biéu mau nha
& dé ro rang va dé tiép can hon. N6 luc nay nham dam bao rang
cac biéu mau nha & phuc vu dugc cho tat ca moi ngudi—hién tai
va trong tuong lai.

| Echmebl yXe NoNL30Bancbk 0bBHOBNEHHBIMW GOopMamMK, Ham

Néu ban da str dung cac biéu mau duoc cap nhat nay, ching toi | BaXHO y3HaTb Balue MHeHwe!

rat mong nhan duoc phan hai tir ban! Nhan ngay Thé Qua tang
Safeway trj gia 50 do la nhu mét 1&6i cam on danh cho thoi gian
tham gia cta ban.

| yuactHuim nonyyaT nogapouHyo kapty Tango Ha $75 B 3Hak
| GnharoaapHOCTH 3a Ux Bpems.

I OtckaHupyinte QR-kog v 3anonHuTe popmy HUXE, 1
| cotpyaHukn Talitha cesixyTcsa ¢ Bamm B TeueHwne 48 yacos!

l
I e 888.TALITHA (888.825.4842) no6aBouHbii # 0

@ 888.TALITHA (888.825.4842) extension 0

(5) https://www.talithaconsults.com/wshfc

| é‘? https://www.talithaconsults.com/wshfc

l
Kiém $50Theé I o eF )
Clua t.ang : n ’.‘/" }I r ‘; aboTtaiite $75
e e\t T
I NG/ LS

l
l
l
l
l
l
l
l
l
l
l
l
l
l
l
l
L

Vigtnamese lyor rguised Z.2.25

Multilingual Print & Digital

Flyers

1
l
l
l
l
l
l
l
l
l
l
l
l
l
l
l
l
l
l
l
l
- |

Talitha Consults

Interdisciplinary « Multilingual + People-Centered

Home Qur Team ~ OQur Work & Clients ~ More -

Better housing forms, together.

Making Housing Forms

Accessible, Clear, and Easy-to-Use

English: In partnership with Talitha Consults, the Washington State Housing Finance Commission (WSHFC) is improving the
clarity and accessibility of housing forms. This effort will ensure that housing forms work for everyone—today and in the

future.

If you've used these updated forms, we'd love to hear your feedback!
Receive a one-time $50 Safeway Gift Card to honor participants' time.
SPACE IS LIMITED!

If you're interested, complete the form below. The Talitha staff will reach out to you within 48 hours.

If you'd like to reach us by phone, please call our toll-free number at 1-888-825-4842 and dial extension 701.

®

Spanish: En colaboracion con Talitha Consults, la Comision de Financiamiento de Vivienda del Estado de Washington
(WSHFC) esta mejorando la claridad y accesibilidad de los formularios del programa de viviendas. Este esfuerzo asegurara
que los formularios funcionen para todos, hoy y en el future

Si ha utilizado estos formularios actualizados, jnos encantaria conocer su opinion!

iLOS ESPACIOS SON LIMITADOS!

Si esta mteresadn camplete el s:guaenle formulano El personal de Tal:tha =;e comumca;a con usted demm cte las pmrlmas
_— — _ — —_— —

Multilingual Web Page

r

WITH Language Line Info

15
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UDL: KEY TAKEAWAYS:
1. Communicate WHY, WHAT & HOW across

communication channels.

2. Strive to understand from the users’ perspectives: =
W User Survey (short & long versions)
a. WHY they want to know (why bother? ) // _
b. WHAT motivates people to know/understand N
c. HOW do people express/show what they know

3. Diversify methods for access & participation for a D D

greater inclusion.

Application - individually reflect:

In a friendship:
 What value(s) are important to you (name 1 or 2)?
« Why?
 How do you try to show these values?

-

®

: ) Listening session (group)

“Like fingerprints, no two brains are alike.”

/ y
R _4
Y T
g \3/
=



17

Approach 3: Cultural Humility for practitioners

“Cultural humility is a lifelong process of self-reflection and self-critique whereby
the individual not only learns about another’s culture, but one starts with an
examination of his/her/[their] own beliefs and cultural identities.”

(Tervalon & Murray-Garcia, 1998)
4 N\

Culturally Informed Culturally Grounded

Cultural

Humility

Culturan/

Relevant/Appropriate Culturally Responsive

- /



https://pmc.ncbi.nlm.nih.gov/articles/PMC3834043/#R31
https://pmc.ncbi.nlm.nih.gov/articles/PMC3834043/#R31
https://pmc.ncbi.nlm.nih.gov/articles/PMC3834043/#R31
https://pmc.ncbi.nlm.nih.gov/articles/PMC3834043/#R31

Cultural Humility in Practice

A. Do you speak a language other than
English at home?

Yes?

B. How do you say HOME in another language?

HGN\E— T2 jﬂur ngme . 1n ou
lanquage 7" iﬂi% P ’;
-y EHY an v
b Casa \© \ 3 ﬂ (,?\.ﬂa
s £
= X S
‘Er'.m.h ::1 - & Cﬂ&ﬂ r‘
A~ B s
s S S @@ \Qc_;ﬂ
e’ 3 s ¥
(R(;"'Fé“;ﬁm CalSa Qbogi <
g %> M 3 6O . "{\&,
R (67 C ‘6"
e ~
o 1Yy
‘;f:.-. .aM
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Cultural Humility in Practice

Who helps residents fill out forms?
20%

Friends/Family
Property Manager

0%

40%

31%

Other (caregiver, other residents, etc) - 17%

Most spoken languages:
* Plain English

Other Housing Support Staff . 9%

Chinese
Russian
Spanish
Ukrainian

Viethamese

1 Annual Certification

3 Net Family Assets

Annual Certification: A yearly process used
to confirm that a household stll meets the
eligibility requirements for the housing
program. Households must disclose
income, household composition and
student status information every year.

Asset: Assets are itemns of value that may
be turned into cash. A savings account is an
asset. The bank pays interest on the asset.
The interest is the income from that asset
some belongings of value are not
considered assets, Necessary personal
property (such as clothing, family car,
wedding rings, TV, and stereo) is not
counted as an asset.

Net Family Assets: the cash value of all
assets owned by the family, after deducting
reasonable costs that would be incurred in
disposing of real property, savings, stocks,
bonds, and other forms of capital
investment, Necessary personal property
[such as dething, family car, wedding rings,
TV., and stereo] is not counted as an asset.

Assistance: Help from government or
nonprofit programs to pay for rent,
utilities, or services.

Eligibility:

Eligibility is the process of
I lif

44%

Annual Certification: A yearly check to
confirm your household still qualifies.
You must report your income, whao lives
with you, and your student status each
year. Sometimes people call this
recertification.

Asset: Something you own that can be
turned into cash. For example, money in
your savings account. Everyday items
like chothing, your car, TV, stereo, or
wedding rings do not count.

Net Family Assets: The total value of
your assets after subtracong reasonable
costs to sell them. Everyday items like
clothing, your car, TV, stereo, or wedding
rings do not count.

Assistance: Any help you may receive
from a government or nonprofit program
to pay for rent, utilities, or other
SEervices.

EmerogHan nposepea:; NpogepHa
pas & rog, wrobei NOgTEepaWTY, YT
B3IUA CEMBA BCE BlUE NOAXDAMT 48R
ApOrpamMsMp. Kqubc'.Ti oA Hy==o
cooGwaTe [OX0A, KTO © B3aMM HMBET
" ',*l'rﬂ'&(b v Bol. HHurp,a 3TO
H3ZLIEAKIT NOBTORHOMN NEPOSSDRON,

Axre: 370 TO, YEM B0 ENGSEETE M
HTO MOHHO NPpEBPETHTE B JEHBIMA.
HINPUMED, QEHLM Ha
cheperarensHom c4eTe. OBoiaHbie
FEUM, TEKWE KaK OQEMAE, MBWUHE,
TENEBUZOP, MYZBIMEALHBIA LEHTD
Al obpyyanoHbE KONBUE, HE
CHMTAROTCR SETUEI MM,

WHCThIE CEMERHBIE AKTHEL: 3TO
ofilan CTOMMOCTD BCEX BaLWMX
AKTHEDE NOLNE BSINETE PAIYMHBX
pAcXOnOE Ha Mx Npogasy. OboiMHoe
SELH, TEHME KaK OGS AS, MEWMHE,
TEAEEHZDP, MyZBIKEADHLIA LUEHTD
i obpy4anoHme koAsUa, He
CHWTAMTCA BETHEIMM,

Nomows: 3o nodias nomows o
MOCYAAPCTER WM HEKOMME DHECKMX
OPraHMaaLMiA 4NA ONAITH 3 peHaD!
¥WANDA, KOMMYHEADHBIX YCAYT HAK

APYTHX yCayr.
b |

LWopkHa nepesipia: Nepesipya pa:
Ha piKk, wob nigreepaymy, Wo Bawe
LOMOrOCNOgapCcTe0 M Hagani
nigxogUTs ANA NpOrpamH. LWoposy
noTpiiHo NOBLAOMARTH NPO A0XIA,
XTO 2 BaM MpOMHEIE TA SH
HAB43ETECD BH. IHOS] UE HAZHESOT
NOSTODHOK NEpERipKOID.

Axmwe: Le Te, 4iM B BON0GIETE | WO
MOKHE NEPETEBOPHTH Ha MpOLi.
Hanpukaag, rpowi Ha owag«omy
paxyHRy. SEWdaNHi pevi, TaKi AK 0gar,
MIWMHE, TRNSEIZOP, MyZHSHUR
UgHTp 260 06pyHKM, He
Epax0ayOToCR.

YucTi cimedinl axTwem: 3aranoHa
BapTiCTs YCiX BALLMX AKTHEIE NICNA
BIOHIMaHHA POZYMHMX BMTDT Ha X
Npoaas. 3aM4aisi pevi, Taxi Ak Ogar,
MALKHE, TENEBIZOP, MySHHHIH
uewTp abo obpy-xu, He
EpaxoayTCA.

JAonomora: Byae-AKa 4ONCMOT Big,
nepwasu abo HenpubyTroRmx
OpraMizalii 4AR ONAITH ODEHIM
HWTNE, KOMYHENDHIX nochyT 360
MW nOCAYT.

Npaso Ha yMacTs: Npouec

What do they need?

Certificacidn anual: Un procsso anual que se

rezliza para confirmar gue &l hogar todavs I

curnple con los requisitos del programa de

vivienda. Cada afio, reportar susingresos,  SEERRME: SEIET

uignesviven en gl hogary 5 algunz persona del s () (Rt

hogar es estudiante. ESEsEeEE,
RESFEshmT,
FRAE", |

:3 iy
Wl

mersses por ese din 50N

ngrasol. Susbisnesdeusodarocomorepr  EF: RGBT El

auto, anillos de boda o television no cuentan , Gp, aagiEs

COMO acTivos. ¥, BY, SEkiE
"\Fa I

Activo neto familiar

05 activos que p I

razonables al venderio 1 i

como ropa, auto, anillos de boda o television no

cuentan como activos. I
FRSE: EHEN
EEFRshE,
Eﬁmﬁﬁﬁﬁgaﬂ

Asistencia: Recibir ayuda del gobierno o de
5

Srganizacignes

n fines de lucro para pagar &
alquiler, suministros o servicios plblicos 3MED: ﬁg&mgga!
TEHEE. ?J@EE'
#an,
Elegibilidad: Proceso por el cual se comprueba sisu I

19



Cultural Humility Key Takeaways:

1. Listen with curiosity to avoid assumptions;

2. Ask questions to deepen understanding.
3.Cultural humility is a lifelong practice,
so be patient with yourself.
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Challenges.. What Got in the Way

Sociopolitical Data Collection

«®» Landscape = erly are yc?uh t Qﬁ giverse i
askKing and whna eogra
A4R™ psychological . J | grapny

. are you going to
safety at risk. do with it?

Each property is

QQ resourced and Q Poest II\Qny y
© funded differently nput Really
o Language support Matter?

& staff training
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HOW we navigated challenges: HOLISTIC APPROACH o 8_?)

Human-Centered Design (HCD) | NEEDS & EMOTIONS
* Know your target population AND their diverse needs
o ‘'meet people where they are al; how they want to meef +
when’
» Set clear goals and assess progress & outcomes
* An evolving process

@' Universal Design for Learning (UDL) | MIND
 Communicate WHY, WHAT & HOW of the process
* Understand users’ WHY, WHAT & HOW
» Diversity methods for access and participation for a greater inclusion

— T »Cultural Humility | LIVED EXPERIENCE
 Listen with curiosity to avoid assumptions (Learning mindset)
* Deepen understanding through inquiries (Ask to understand)
o The most impacted communities often have solutions for
challenges they are facing
» Be patient with yourself (life-long practice)

nnnnnnnnnnnnnnn




THANK YOU!

wz Renee Dillard | Community Outreach Specialist
I .
renee.dillard@wshfc.org

wy Charis May Hnin | Principal & Chief Strategist
DA . .
charis@talithaconsults.com

Eugene Marmaziuk | Director of Operations

V4 .

s research@talithaconsults.com

X HOUSIﬂ HOUSING FINANCE i

WA. 22 ComissoN 1alitha Consults
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