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THE GOALS.
What are the Santa Monica Housing Authority’s (SMHA) goals?
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Increase Eligible Applications 
How can more eligible, 
low-income Santa Monica 
residents or employees apply?

Housing Authority’s Goals
Improve S8 Application Process

Reduce Application Processing
Improve processing efficiency 
by reducing the number of 
ineligible applications, and 
those with false information
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▪ Improve the section 8 application process

Research showed:

▪ SMHA wants to increase the number of eligible, very 
low-income Santa Monica residents or employees applying to 
the Section 8 waitlist

▪ Improve SMHA staff’s Section 8 application processing efficiency 
by reducing the number of ineligible applications and those with 
false information which creates so more work for staff

Housing Authority 
Goals
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THE PEOPLE.
Who is affected by the existing service?
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Who is affected? 
Primary Group

Residents
Santa Monica residents 
needing help with rent and 
finding affordable housing

Employees
Santa Monica employees 
who work 25+ hours per 
week or who are enrolled in 
an approved training 
program in the city 

Homeless
Locals who are 
experiencing, or on the 
brink of, homelessness
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Who is affected?
Primary group

▪ Santa Monica residents needing help with rent and 
finding affordable housing

▪ Santa Monica employees looking for housing near 
their jobs

▪ People who are homeless or on the brink of 
homelessness

Secondary group 

▪ Santa Monica Housing Authority Staff 
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THE PAIN POINTS.
What issues were found that increase the difficulty of meeting the goals?
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INTERNAL PAIN POINTS 
▪ SMHA doesn’t have enough resources: they can not explain all 

services and programs to people who visit or call the office 
about their services.

▪ Application verification process is a lot of manual work

▫ Verification process can not be automated due to number 
of types of documents to verify and types of verification 
(calls, emails, etc)

▫ Time is spent manually correcting errors in HAPPY because 
the ‘pre-application’ is confusing

▫ Staff has a lot of work in addition to processing applications 
for section 8
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COMMUNITY PAIN POINTS
Community doesn’t know what ‘affordable housing’ means; what SMHA 
services are available; what section 8 is, how it works, who is eligible

▫ City website is not user-friendly; doesn’t have easy to find, clear 
information; you have to know what you’re looking for (very few, if 
any, people interviewed found help there)

▫ Rumors/incorrect information are circulated - They learn everything 
from their community, friends, and non-city-related ‘section 8’ 
websites (*Scam sites add to the problem)

▫ Only know about Section 8 - no other services are discussed
▫ Community Corporation is the only option - They believe the only 

way to get Affordable Housing in Santa Monica is to apply for this 
non-profit developer’s properties

?
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THE SOLUTIONS.
What are the possible solutions that can help mitigate the issues, work toward 
the goals, and benefit those affected?
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PROPOSED SOLUTIONS
▪ Section 8 Eligibility Quiz or “Checker”: 

▫ Clearly show if someone is eligible for section 8 in Santa Monica and/or 
what other services people may be eligible for

▫ Should be used to filter applicants who are applying to section 8, 
decreasing the thousands of applications that are not local, ineligible, or 
have no prioritizing “preferences” 

▪ Create a dedicated SMHA Social Media account

▫ Post announcements, important updates, links to the website and 
Eligibility Checker, application openings, and more. (Not for marketing!)
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PROPOSED SOLUTIONS

▪ Improve Online Content of Santa Monica.gov/housing 
▫ Update all content relating to services/programs, especially Section 

8, so it is clearer, educational, and easy to understand 

▪ Improve Content of Printed Resources 

▫ Update all content relating to services/programs, especially 
Section 8, so it is clearer, educational, and easy to understand 

▪ Workshops

▫ Educate community leaders, residents, nonprofits, employees, 
about HA services
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COMPLETED PRODUCTS

▪ Santa Monica.gov/housing 
▫ Improved the website site map

▫ Updated content of webpages relating to affordable housing services 
and programs, especially Section 8, so it is clearer, educational, and 
easy to understand 

▫ Added new pages to improve usability of the site

▪ “Section 8 Eligibility Checkers” designed and coded in Wufoo

▫ Simple quiz easily determines if someone is eligible for Section 8

▫ Customized with responses based on eligibility status

▫ Available in both English and Spanish versions 
16



How do the proposed solutions help reach the goals? 
How do they address the pain points?
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PROPOSED SOLUTIONS
Clarify and simplify all SMHA communications 

▫ Help people find answers they need online; clearly explain how programs 
work; educate through online content to dispel misinformation

Section 8 Eligibility Quiz or “checker” 

▫ Helps people educate themselves on Section 8 and who is eligible

▫ Helps people understand if they are eligible or ineligible for prioritIzation on 
Santa Monica’s Section 8 Waitlist. This could reduce months to years of 
wasted time hoping and waiting for help that they won’t receive

▫ Explains reasons for ineligibility and suggests alternative options, when 
available

▫ Can be used to filter applicants, so less fraudulent and ineligible 
applications need to be sorted through by the SMHA staff
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RECOMMENDED SOLUTIONS

Workshop

▫ Directly teach community leaders, nonprofits (who are filling in the service 
gaps), and residents what the SMHA is and what they do

▫ Educate about the programs and application processes

▫ Increase trust by showing that the SMHA is invested in helping locals get 
the help they are eligible for 

▫ Dispel all of the incorrect information and gossip being spread

Social Media

▫ Engage and educate the community indirectly through SMHA dedicated 
social media; also can be used to dispel gossip

▫ Share important updates and announcements in real-time 
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IMPROVE ONLINE
CONTENT

• Sitemap update improves 
content discoverability
• Make content about 
affordable housing programs 
easier to understand
• Both allow people looking 
for help, find what they need
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Section 8 Eligibility 
QUIZ
• Education tool
• “Clear & concise”
• Filter waitlist applicants + 
decrease ineligible applications 
• Reduce collection of sensitive 
data from tens of thousands

21

https://cityofsantamonica.wufoo.com/forms/section-8-eligibility-checker/

https://cityofsantamonica.wufoo.com/forms/section-8-eligibility-checker/


SOCIAL MEDIA
EDUCATIONAL TOOL

22

Place your screenshot here

• Engage and educate the 
community directly
• Share important updates and 
announcements
• Post in real-time 



THE RESEARCH.
What information supported the solutions?
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19,000 Pre-Applications Submitted

15%
Pre-apps 

claimed local 
SM resident 
or employee 

85%
were not SM 
residents or 

eligible 
employees

30% 
returned

70% did not 
return their 

app

53% Processed 47% Unprocessed

SMHA SECTION 8 APPLICATION DATA
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15% = 2,875 Low-income locals were mailed full 
applications to fill-out and return

30% = 868 Returned Their Applications



11% 
eligible

19% 
still open

 70% 
rejected

47%
Leased 

apartments

27% 
Still looking for 

housing

20% 
Voucher 
expired

SMHA SECTION 8 APPLICATION DATA
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 68 % 
Claimed they were 
local but weren’t 

21 % 
Responded late or 

not at all

12% 
Claimed lower 

income but were 
over income

11% = 51 Eligible for Section 8

70% = 321 Applications Rejected

53% Processed = 456 Applications



TOTAL INTERVIEWS

INTERNAL INTERVIEWS EXTERNAL INTERVIEWS GROUP & EVENT 
DISCUSSIONS & TALKS
(Including dozens of ‘casual 
conversations’)

12 7 4
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SMHA STAFF INTERVIEW QUOTES 
“Everyone just wants to know ‘is 
the waitlist open? And ‘when will 
it open?’”

“People think they’re still on the 
waitlist when they applied 20 
years ago.”

“[People who call or come in] just 
say... ‘I wanna be on the section 8 
waitlist.’ But they don’t understand 
that if you’re a resident, you might 
be able to get into several 
programs that have nothing to do 
with section 8!”

“And most people think that they 
have a voucher (just because they 
filled out the pre-app) and they’re 
just waiting for it...when it reality, 
they don’t have a voucher and if 
they get called in, they’ll have to 
bring in everything again, to see if 
they qualify.”

“I waste a lot of time spent 
going over these applications 
for people that claim that they 
live in SM but they don’t. They 
claim they really work f/t, but 
they don’t.”

“Prob isn’t the engagement itself, 
our prob isn’t a lack of applicants, 
the prob is the lack of applicants 
that meet the narrow criteria”, “but 
only a narrow pool of people that 
qualify.” “Related to that is our 
process is complicated and not very 
user-friendly.”

The preference and eligibility 
verification process is 
time-consuming: If tenant brings in 
the wrong info or misses 
statements Each time new info is 
required, they have 10 more days 
to verify.

“One of the issues for a lot of the 
people that are on the waitlist is 
the vast majority don’t even live in 
SM. and we give first priority to 
people who live or work in Santa 
Monica.  Inevitably when they fill 
out the app online, there’s a 
question that says do you live or 
work in Sm f/t, and everyone 
checks ‘yes’, because they want 
and do need assistance, but they 
don’t live [or work] here.”

“We want to help people but at the 
same time we want to make sure 
they’re not lying to us and that’s 
hard to do at the same time...That’s 
a problem too.”

“Before we open waitlists again, 
we have to make sure all the 
systems work for the client.”

“The longer we wait, the older the 
list gets, and the information isn’t 
correct anymore….we’re just 
spinning our wheels.”

“Applicants are checking all boxes 
for ‘preferences’ “Are they are 
confused? Are they not reading? 
Do they not understand?”

“[People just] want a date that the 
waitlist is opening. Or a waitlist for 
the waitlist.”
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“ The problem isn’t the engagement itself, 
our problem isn’t a lack of applicants, the 
problem is the lack of applicants that 
meet the narrow criteria.
Related to that is our process is 
complicated and not very user-friendly.

SMHA Staff Member 
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SM COMMUNITY INTERVIEW QUOTES 

She was trying to look for info 
on section 8 housing and 
understand it online, googling 
it, and was so confused. 
"It's unapproachable" "It's really 
confusing"

Regarding the online 
pre-application:
“It’s got to be easier...simpler. Use 
language that anyone can read!”

What do you know about affordable 
housing?
I just know that there's some kind of 
payscale that's apply- but maybe that's 
changing all the time. And I don't know 
what that's based on.

Applied to section 8 in 2017 and 
2012. When asked what she knew 
about it: 
“I learned this morning- I didn’t know 
anything until now. Now I know that 
when I get voucher, and I rent 
apartment, that I have to pay a third 
part of our income and voucher pays 
most?”

What was the experience like 
looking for affordable housing? [It’s] 
frustrating - never know what the 
steps are. It's hard to get into housing. 
[It’s] given to people out of the city. 
"We are driven out of the 
neighborhood" by the rising costs of 
housing.

What was your search for 
affordable housing like?
“It was difficult, I couldn't find 
anything so I gave up. CCSM's 
website is horrible, doesn't give you 
any information and is nonsensical.” 

“I just came [to the HA office] to find 
out status information...we don’t 
receive anything from here and I 
worried about...what happened (to 
our application).”
Same concern, different person:: 
Why don't those who work for these 
organizations communicate with the 
people on the list to let them know 
where they are on the list?

“Most of them don’t know what to 
do. They have different questions: 
what do I do? Where do I go? Is there 
help out there? All they know is from 
other friends and relatives who have 
also not received help.”

“I went to the website and it was 
really not easy to read. I couldn't 
even find a phone number at one 
point.”

“I don’t know what to do, how to do it. 
I’m so frustrated.” (Waiting on the 
section 8 waitlist for any response 
and for a voucher.)
“I’m on the waitlist, but for how long? 
Who knows?”

Community Leader: “People need to 
be educated...and I think SM..at least 
they have the programs to educate the 
people...but their outreach is poor and 
their inclusiveness could be a whole lot 
better.”
“There’s a lot of things people could 
learn, but they don’t know about it, 
unless I tell them, but I can’t tell 
everyone. It’s just me!”

“If I receive apartment in 
Community Corporation...can I get 
[a section 8] voucher later? Or if I 
rent there, [do I not] get a voucher 
anymore?”
“Where can I call to get an 
interview? How long does it take to 
get a voucher?”
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“ [Searching for affordable housing 
information] was difficult, I couldn't find 
anything so I gave up. 

Their website [meaning a nonprofit 
developer, Community Corporation] is 
horrible, doesn't give you any information 
and is nonsensical.

Community Member
30



WORKSHOPS

WORKSHOPS CONDUCTED 
WITH SMHA STAFF

2
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WORKSHOP #1

Empathy Maps and Eligibility Quiz wireframe validation

The first workshop we conducted with the staff of the 
Housing Authority included personas, empathy maps and 
validation of the Eligibility Quiz questions so far.

We had the staff break up into groups and create empathy 
maps based on personas we created to represent all kinds 
of people that might come in for help.

Digitized versions of the empathy maps and highlighted 
comments follow >
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Persona Ideation 
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“She’s feeling 
discouraged, 
stressed, scared, 
anxious, worried, 
overwhelmed.”

“Her life is in SM 
and she would like 
to live here...she 
needs affordable 
housing.”

“She hears [things 
from] word-of- 
mouth 

“She calls/visits SMHA 
office, looks at website 
‘sees/hears Waitlist is 
closed’

“He hears ‘get 
section 8”

“He asks ‘do 
you have 
apartments?’ ”

“He thinks ‘they 
will be homeless’ 
and feels 
‘ashamed’.”

“He acts ‘stressed, 
anxious...is living 
paycheck to 
paycheck.”

“She hears 
‘waitlist is closed 
and that it’s 20 
years long.”

“She sees a ‘confusing 
overwhelmed by 
programs’.”

“She says ‘I don’t know 
where to start’. And ‘I do 
not want to be homeless.’”

“She says ‘I saw you are the 
housing authority, what do 
you do?’ She ‘lives far from 
SM, my commute is too 
long. 

“She ‘tries to search on the internet 
but [was] running into barriers.’ ”

“He ‘hears incorrect 
info from other 
people.’ and ‘we 
can’t help you’.”

“He wants 
housing! To not 
have to worry 
about paying his 
rent each month.”

“He feels ‘frustrated not 
being able to get on 
waitlist’ and consumed 
by [fear], scared, anxious, 
uncertain.’”

“She goes on the 
website, visits city hall 
and SMHA office.”
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“Section 8 eligibility quiz” prototype posted for staff feedback 
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WORKSHOP #2

Deliverables Presentation and Plain Language Exercise

Our second workshop included a presentation of the work 
so far, including deliverables, the recommended solutions, 
and a talk about how to write in plain language in order to 
improve communication. 

Exercise: We had the staff break up into groups and critique 
letters that have been previously used to notify clients of 
the housing authority in order to draw attention to issues 
with readability and inconsistency.
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Deliverables.
The following documents illustrate and underscore the research findings
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COMMUNITY EXPERIENCE NOTES 
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EXISTING SERVICE BLUEPRINT Section 8 Only 
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SERVICE BLUEPRINT + PATCHES Section 8 Only 
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SURVEYS

Surveys given at 
community groups and 

events 

4
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Testing
Surveys

http://bit.ly/SMHAsurvey1
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http://bit.ly/SMHAsurvey1


Testing
Surveys

http://bit.ly/SMHASurvey2
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http://bit.ly/SMHASurvey2


Flyer for Workshop #1 Flyer for Workshop  #2
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Survey Responses

How Did You Learn What You Know About 
Affordable Housing?
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Survey Responses

Describe your search for affordable housing?

I only know what people have told 
me
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Survey Responses

What questions do you have for Santa Monica's Housing Authority?

● To help people like me have worked in S.M., and my girls go to school in S.M.
● There's supposed to make the one list but no one's ever told me if I've been transferred to it. It 

should be easier to ask someone questions.
● Is there a system that allows people who have been living here for 23 years to access more 

affordable housing???
● more help
● Why do those who come from outside give them a chance and why do we who live in Santa 

Monica don't have the chance?
● To help all the people who live here in Santa Monica - who are not living from the Corporation. 

(CCSM)
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Survey Responses

SOCIAL MEDIA?

72.7% YES
9.1% Depends on the posts
18.2% Suspicious, but didn’t check ‘No’

WORKSHOPS?

63.6% YES
27.3% Depends on the content
9.1% Wanted to know their eligibility first
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Survey Responses

TAKE AN ELIGIBILITY QUIZ?

90.9% YES!
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Survey Responses
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How are other Housing Authorities’ Section 8 Pre-applications different from 
Santa Monica’s?

Section 8 Pre-Applications 
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HMW improve the Pre-Application?

1. 
A look at other housing 
authority’s pre-applications

2.
A prototype redesign of the 
‘pre-application’ for use in 
registering those interested in 
the POD program
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8
States that applicants must 
‘qualify for the Live/Work in 
Anaheim preference to 
apply’

Explains the process steps. 
States that the HA will 
accept a specific number of 
applications and then will 
have a lottery.
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8
Regarding income, this is 
the only question it asks 
(instead of all assets and 
adding everything up.)

Checkboxes required to 
certify the answers given 
are correct, etc.
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States that applicants must 
complete the entry form 
entirely to be valid

Link to HUD’s Is Fraud 
Worth It?

Acknowledgment of 
rules about fraud, false 
statements and 
incomplete information

Clearly displays and 
simplifies the sections 
to apply

States that only one 
entry form will be 
accepted per 
household
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“Registration” title (not 
pre-application)

Again, simplifying and 
clearly separating the form 
into sections

One single field for income, 
with clear directions

“Click to Register” 
differentiates this form 
again from an application
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The POD Registration ‘questionnaire’ was created to make it easier for staff to 
process applications and for applicants interested in applying to the program.

Goal: Filter out the possibly thousands of interested people who are not eligible 
instead of using the HAPPY pre-application. If HAPPY is used, and the thousands 
of applications are submitted, staff is required to contact them. 

POD Prototype.
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HAPPY “Pre-Application” 
The POD program has a few very specific eligibility requirements. If SMHA used the premade pre-application for section 8 in the HAPPY 
application, interested residents would have to include so many details and answer irrelevant questions about themselves. 
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HAPPY 
Pre-application

HAPPY 
Pre-application

Proposed 
Section 8 
questions

Proposed POD 
registration 
questions

Proposed 
section 8 
questions

Proposed POD 
registration 
questions

Comparison of applicant data requested
The POD program has a few very specific eligibility requirements. If SMHA used the premade pre-application for section 8 in the HAPPY 
application, interested residents would have to include so many details and answer irrelevant questions about themselves. 

60



POD Simplified Registration Form Prototype 
1 2 3

4 5 6
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POD ‘Prototype’ Proposed User Flow
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POD ‘Prototype’ Proposed User Flow
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THE SOLUTIONS.
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Section 8 Eligibility Checker

65

A short quiz that anyone can fill out to discover if they might be eligible to 
apply for the Section 8 waitlist when it opens



What led to the “Section 8 Eligibility Checker”?

66

I started with the idea of a quiz that would tell the user what housing 
assistance programs for which they might be eligible. But after interviews, 
testing, and lots of feedback, I realized that the community was only 
interested in Section 8, and the first idea might be too complex.

Then I thought if people could find out if they were or weren’t eligible for 
section 8, we could educate them about section 8 and other programs 
ineligible applicants might qualify for. This led to the creation of the 
Section 8 Eligibility Checker.



What led to the “Section 8 Eligibility Checker”?

▪ Housing Authority staff and community interviews

▪ Comparative analysis of other PHA’s Section 8 pre-applications

▪ Staff workshop feedback on the eligibility quiz prototype

▪ Prototyping the POD eligibility quiz

▪ Usability testing conducted at SM community group meetings

67



Creating the  “Section 8 Eligibility Checker”
I created the quiz in 

Wufoo with only a 

handful of simple, plain- 

language questions, 

organized into 5 pages. 

Throughout the 

questions, educational 

content was added so 

users can learn about 

Section 8 as they fill out 

the questions.
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FINAL QUIZ

69

Wufoo shows the form 

title and description on 

every page of the quiz. 

Below the page titles at 

the bottom of this 

screenshot will appear 

the following sections 

found on the next pages.
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FINAL QUIZ
Page 1

Where do you live?

I asked for a zip code here 

so it, and not a city name 

or check box, determines 

residency. 

In the pre-application 

there is a checkbox that 

the user can fill in if they 

want to claim that they 

live or work locally.

Many people checked the 

box who were discovered 

to not be local.

If the user clicks either of the 
last two radio buttons they 
will be sent directly to the 
Demographic & Confirmation 
page. The final result given 
includes resources relevant to 
their situation
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FINAL QUIZ
Page 2

Where do you work?

Again, I asked for a zip 

code here so it, and not a 

city name or check box, 

determines the location. 

The first question is 

important as employees 

must work an average of 

25 hours per week in 

Santa Monica, be enrolled 

in a SM work program, or 

be most recently 

employed in SM to be 

eligible.

If the user entered a 
Santa Monica zip code, 
this page is skipped 
altogether as residency 
has already been 
determined.
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Page 3

Household Income

The description explains 

this section to the user.

Next to live or work 

location, the user’s 

income is important in 

determining eligibility. 

The number of household 

members along with 

income is required.

The logic and branching 

largely depends on zip 

codes and these inputs. 

FINAL QUIZ
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Page 4

Rent

The description explains 

this section to the user.

On the Section 8 

application, whether a 

person is in a rent- 

controlled apartment or 

rent burdened is used to 

determine a person’s 

priority on the waitlist. 

However, this page is only 

for users to learn more 

about these factors and  

for data. 

FINAL QUIZ

If the user entered a zip 
code outside of Santa 
Monica, the last two 
questions aren’t shown 
as they are not relevant 
for non-residents.
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Page 5

Demographics and 

Important Notes

The demographic 

question is used to collect 

data. 

The last two questions 

are to convey 1) the  

importance of accurate 

answers in determining 

eligibility and 2) that 

there is no guarantee of 

assistance or service for 

those who fill out the 

quiz.

FINAL QUIZ



▪ If a user is not a resident or employee, they are taken to the final page of 

the questions and then given a response explaining section 8 eligibility 

with links to PHA around Los Angeles and the country

▪ If a user is not a resident of Santa Monica, they would be taken to the 

employment page to determine if they worked in the city

▪ If a user IS a resident of Santa Monica, they will skip employment and be 

taken to income

▪ If a user answers homeless or at-risk of losing their housing, they would be 

taken to the last page and the response includes resources specific to their 

situation

▪ If a user is over-income, the response will explain the AHPP, Moderate 

income housing waitlist, and include a link to the new AHPP website page

▪ If a user is eligible, the response will explain that the Section 8 waitlist is 

closed, but that when it’s open they should apply, and includes a link to 

the new Section 8 website page 

 75

LOGIC
A list of the logic detailed 

on the previous pages 

that affects which 

questions are shown and 

what responses are given.



76

LOGIC
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RESPONSES

Depending on the home and work zip 

code, income, and how many household 

members there are, a person’s eligibility 

can generally be determined. 

The following are the results that are 

shown after a person answers the 

questions in the quiz. 
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Eligible for Section 8

The zip code for live or 

work is Santa Monica and 

the income to household 

members is below the 

Section 8 maximums.

QUIZ RESULTS
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Not Eligible

A Santa Monica employee 

whose income to 

household members is 

over the Section 8 

maximums.

They still may be eligible 

to apply for Section 8 in 

their own city or Santa 

Monica’s AHPP, moderate 

housing waitlist. 

QUIZ RESULTS
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Not Eligible

Not a Santa Monica 

resident or employee. 

An explanation of why 

they are not eligible and 

links to find housing 

authorities in the user’s 

area is given. 

QUIZ RESULTS
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Not Eligible

A Santa Monica resident 

whose income to 

household members is 

over the Section 8 

maximums.

They still may be eligible 

to apply for Santa 

Monica’s AHPP, moderate 

housing waitlist and a link 

to the new AHPP website 

page is included. 

QUIZ RESULTS
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Not Eligible

A Santa Monica employee 

who doesn’t work the 

required weekly average 

of 25 hours. 

A link to the new Section 

8 website page is included 

so the user may learn 

more about eligibility 

requirements.

QUIZ RESULTS
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Homeless

If someone clicks the 

‘homeless’ radio button 

on the first page of the 

quiz, they are given links 

to resources for homeless 

people on the Westside 

and in LA.

QUIZ RESULTS
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At-Risk

If someone clicks the 

radio button for at-risk of 

losing their home on the 

first page of the quiz, they 

are given links to 

resources for help.

QUIZ RESULTS



Website
A look at SMHA Website and a comparative analysis  of other Housing 
Authorities around the country
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Santamonica.gov’s  site map is now flat, so many pages are 
no longer linked or organized by departments. 

If a resident was looking for help, they would have to know 
what they were searching for before going to the site. 

Know what you’re looking for? Search here:

Don’t know? Find ‘Services’ in the menus:

WEBSITE ISSUES
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WEBSITE 
COMPLETED IMPROVEMENTS
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In July I added a couple quick improvements before 
completing my research due to usability issues 
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SITE MAP UPDATE

*Content Unedited: The only pages we focused on editing 
directly affected applicants, due to time constraints 90



WEBSITE UPDATE
HOME

ABOUT NEED 
HOUSING?

LIVE IN 
HOUSING?

OWN OR BUILD 
HOUSING?

Need Housing? Has many 
links, the majority of 
which take the user to 
another page with this 
long list of resources

External link to 
Beta.santamonica.gov/

Housing Choice 
Voucher

External link to 
Beta.santamonica.gov/

Live Local Program

HOME

ABOUTPROPERTY 
OWNERSTENANTSAFFORDABLE 

HOUSING

SECTION 8 SENIORS
AT RISK OF 

LOSING 
HOUSING / 
HOMELESS

MODERATE 
INCOME 

HOUSING
OTHER 

PROGRAMS / 
RESOURCES

SITE MAP BEFORE 
EDITS UPDATED SITE MAP

RESOURCES

Renamed the pages through research of other PHA 
websites

• Gave Section 8, Seniors, At Risk of Losing Housing, and 
Moderate Income Housing List their own pages
• Moved other resources to another page
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WEBSITE UPDATE

Affordable Housing https://www.santamonica.gov/housing-need-housing

Section 8 https://www.santamonica.gov/housing-section8

La Sección 8 https://www.santamonica.gov/housing-laseccion8

External Beta site link
https://beta.smgov.net/strategic-goals/inclusive-diverse-community/housing-choice-vou

cher-program

At Risk of Losing Housing or Homeless https://www.santamonica.gov/housing-at-risk

Seniors https://www.santamonica.gov/housing-seniors

Preserving Our Diversity (POD) https://www.santamonica.gov/housing-pod

Moderate Income Housing - AHPP https://www.santamonica.gov/housing-ahpp

External Beta site link

https://beta.smgov.net/strategic-goals/inclusive-diverse-community/affordable-

housing-production-program

Additional Resources https://www.santamonica.gov/housing-resources
92

https://www.santamonica.gov/housing-need-housing
https://www.santamonica.gov/housing-section8
https://www.santamonica.gov/housing-laseccion8
https://beta.smgov.net/strategic-goals/inclusive-diverse-community/housing-choice-voucher-program
https://beta.smgov.net/strategic-goals/inclusive-diverse-community/housing-choice-voucher-program
https://www.santamonica.gov/housing-at-risk
https://www.santamonica.gov/housing-seniors
https://www.santamonica.gov/housing-pod
https://www.santamonica.gov/housing-ahpp
https://beta.smgov.net/strategic-goals/inclusive-diverse-community/affordable-housing-production-program
https://beta.smgov.net/strategic-goals/inclusive-diverse-community/affordable-housing-production-program
https://www.santamonica.gov/housing-resources


HOME PAGE 
BEFORE EDITS

HOME PAGE WITH 
IMPROVEMENTS

Added clearly titled links with 
descriptions

Welcome Message and short division description added for 
context
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ABOUT PAGE 
BEFORE EDITS

ABOUT PAGE WITH 
IMPROVEMENTS

ALL PAGES: 
Added a styled, sub-navigation to main pages of the 
housing division so users can easily locate necessary 
information

ALL PAGES:
Minimized and stylized content
Added visual hierarchy to the pages with headings, 
indents, and occasionally, a table

94



OWNER PAGE 
BEFORE EDITS

OWNER PAGE WITH 
IMPROVEMENTS

Simplified, repetitive content 
and organized it into two 
groups:
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TENANT PAGE 
BEFORE EDITS

TENANT PAGE WITH 
IMPROVEMENTS

Rearranged and formatted 
content 
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NEED HOUSING? 
PAGE BEFORE EDITS

AFFORDABLE HOUSING PAGE 
WITH IMPROVEMENTS

Created an Affordable 
Housing landing page 

Separated and 
organized content into 
sub-pages improving 
findability of 
information for users

Reduced the amount of 
reading and required to 
find information
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SECTION 8 PAGE 
BEFORE EDITS

SECTION 8 PAGE WITH 
IMPROVEMENTS

Created a Section 8 
page on the city website 
- copying and 
simplifying much of the 
content from the 
beta.santamonica.gov 
page (an unsupported 
site created years ago)

Added anchor links to 
popular questions at 
the top for users to 
more easily find 
answers

Added clearly labeled 
titles to each group of 
resources

Organized information 
into frequently asked 
questions and added 
styling and visual 
hierarchy for easier 
scanning of the page
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AHPP PAGE BEFORE 
EDITS

AHPP PAGE WITH 
IMPROVEMENTS

Created an AHPP page 
on the city website - 
copying and simplifying 
much of the content 
from the 
beta.santamonica.gov 
page (an unsupported 
site created years ago)

Added anchor links to 
popular questions at 
the top for users to 
more easily find 
answers

Added clearly labeled 
titles to each group of 
resources

Organized information 
into frequently asked 
questions and added 
styling and visual 
hierarchy for easier 
scanning of the page
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ADDED AT-RISK PAGE ADDED SENIORS PAGE 

Added dedicated  
At-Risk of Losing 
Housing and Seniors 
subpage 

Added clearly labeled 
titles to each section of 
resources

Styled with indented 
sections and simplified 
text links to make 
information easier to 
scan 
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RESOURCES PAGE 
BEFORE EDITS

OTHER RESOURCES PAGE WITH 
IMPROVEMENTS

Added an Other 
Programs and 
Resources subpage 

Added easy anchor links 
to content sections on 
the page

Added clearly labeled 
titles to each group of 
resources

Styled with indented 
sections and simplified 
text links to make 
information easier to 
scan 
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WEBSITE 
COMPARATIVE ANALYSIS

102

How do other Housing Authority websites structure their websites?



AUSTIN

103



BOSTON

104



CHICAGO

105



HACLA

106



NYC

107



Thanks!

Questions? 
Email: mmalin@codeforamerica.org




