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Moving Beyond Compliance Toward Co-Creation
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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. 

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

II. HOW - Implementation through three main approaches
1: Human-Centered Design
2: Universal Design for Learning
3: Cultural Humility

III. WHAT challenges we experienced & HOW we navigated 
them

IV. Questions & Answers 
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In my current role, I use housing forms or applications:
Poll Results

Daily Weekly Monthly Rarely Never

As of 10/21/2026 - AM
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• Regulatory changes 
• Opportunity to modernize long-standing compliance forms

WHY This Work Began

Adopted Housing Opportunity Through 
Modernization Act (HOTMA) Guidelines

⚬Income & Asset Rules
⚬Reviews & Reexaminations
⚬Deductions & Relief
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1.Review and redesign key compliance forms informed by users’ feedback
2.Improve accessibility, clarity & ease-of-use 
3.Advance language accessibility

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

Accessible Design 
Standards Digital Modernization

⚬Larger Fonts
⚬Fillable PDF
⚬Plain English
⚬Screen-reader friendly

⚬Compatible with diverse 
digital devices
⚬ Desktop, laptop, tablet 
smartphones, etc...

First redesign in over 20+ years! 
Accessibility, Clarity & Ease-of-use (ACE) as main areas for design improvement. 
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WHAT: DESIGN OUTCOME 

BEFORE AFTER
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HOW: Develop shared meanings & goals  
Mixed-Method Engagement

• Outreach to residents at community 
events (breadth)

• Engagement through individual 
interviews and/or group listening 
session (depth)

• Partnerships: building intentional 
relationships over time, formal and 
informal, between the Commission and 
community partners.

Outreach Engagement
Partnership

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

1.PROPERTY STAFF ENGAGEMENT 2. RESIDENT ENGAGEMENT

3

Reached 
Western, Central, 

and Eastern 
Regions

78
Property 

Staff 
Interviewed

65%
Of the 

Interviews 
Conducted 
In-Language

1000+ 101
Reach of 
Residents 
Across all 
In-Person 

Community 
Events

Residents 
Engaged

34
Hours of
 In-Depth 
Interviews

40+
Pages of 
Design 

Suggestions
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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.
3.Define: Make sense of what you 

heard.
4.Offer Input: Share, test, and 

close the loop. Bring it back to the 
community.
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For WHOM & HOW we measure results
Helps ensures Accountability & Transparency, Diverse representation

11



Application:

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

back to the community.
Scan QR code for worksheet

bit.ly/HCD_HousingWA

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?
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HCD Key Takeaways:

User experience improvement is an 
evolving process.

• Is continuous improvement a part of 
your org’s culture?

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?
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Approach #2: Universal Design for Learning (UDL)

WHY I WANT TO LEARN WHAT HELPS ME LEARN

HOW I SHOW WHAT I’VE LEARNED
Photo Credit:  

https://udlguidelines.cast.org

Research-based educational framework by CAST to remove learning barriers 
and accommodate diverse learners needs from the start.

Like fingerprints, no two brains are alike. 
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Multiple ways to recruit diverse target population

Multilingual Web Page  
WITH Language Line Info

Multilingual Print & Digital 
Flyers
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UDL: KEY TAKEAWAYS:
1. Communicate WHY, WHAT & HOW across
   communication channels.

2. Strive to understand from the users’ perspectives:
   a. WHY they want to know (why bother? )
   b. WHAT motivates people to know/understand  
   c. HOW do people express/show what they know

3. Diversify methods for access & participation for a 
greater inclusion.

“Like fingerprints, no two brains are alike.”

User interviews 
(individual)

User Survey (short & long versions)

User Testing

Listening session (group)

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?
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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)
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Cultural Humility in Practice
A. Do you speak a language other than 
English at home?

B. How do you say HOME in another language?

Yes? No?
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Cultural Humility in Practice
Who helps residents fill out forms? What do they need?

Most spoken languages: 
• Plain English
• Chinese
• Russian
• Spanish
• Ukrainian
• Vietnamese
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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.

      Learning alone + together ⟶ positive change
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Challenges.. What Got in the Way

Data CollectionSociopolitical 
Landscape
Psychological 
safety at risk.

Why are you 
asking and what 
are you going to 
do with it?

Each property is 
resourced and 
funded differently
Language support 
& staff training

Does My 
Input Really 
Matter?

Diverse 
Geography
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HOW we navigated challenges: HOLISTIC APPROACH
Residents Human-Centered Design (HCD) | NEEDS & EMOTIONS 

• Know your target population AND their diverse needs
⚬ ‘meet people where they are at; how they want to meet + 

when’  
• Set clear goals and assess progress & outcomes
• An evolving process 

Cultural Humility | LIVED EXPERIENCE
• Listen with curiosity to avoid assumptions (Learning mindset)
• Deepen understanding through inquiries (Ask to understand)

⚬ The most impacted communities often have solutions for 
challenges they are facing 

• Be patient with yourself (life-long practice)

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

Eugene Marmaziuk | Director of Operations
research@talithaconsults.com

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