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How have we used
service design to
Improve public services?




PUBLIG
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LAB OUR PROJECT STRUCTURE

PHASE 1 PHASE 2 PHASE 3
DISCOVERY PILOTING &
EVALUATION
CREATE ETHNOGRAPHY CO-DESIGN DEPLOY PILOTS
SYNTHESIZE FINDINGS PROTOTYPE EVALUATE IMPACTS
DEFINE USER NEEDS PLAN PILOTS PREPARE TO SCALE

WWW.PUBLICPOLICYLAB.ORG % @PUBLICPOLICYLAB



PUBLIG
POLICY  CASE STUDY: NYC DEPARTMENT OF HOUSING PRESERVATION & DEVELOPMENT

LAB

How do we help more
eligible people apply
for affordable housing?
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Public &

Collaboratwe.

® Liana Dragoman
Kristina Drury
Andrew Eickmann
Yasmin Fodil

Kaja Kihl
Benjamin Winter
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NYC DEPARTMENT OF HOUSING PRESERVATION & DEVELOPMENT

L

AFFORDABLE HOI

UE
LICINICC i i 1 i
FOR NEW YORKERS
A P
Mn! R m For more information, visit

www.nyc.gov/hpd or '

/ 2%
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CHOSEN FOCUS FOR DESIGN

ottery &
ease-Up

LOTTERY & LEASE-UP TOOLKIT

Equip applicants with the tools and information they
need to better understand their eligibility for affordable
housing and more easily fulfill the requirements of the
Lottery & Lease-Up process. Include tips to understand
income requirements, documentation checklists, pro-
cess maps, and timelines that align expectations and
encourage applicants. Concepts developed by Kristina
Drury and Yasmin Fodil.

Services

User-friendly educational tools, along with
community-based and in-person outreach

mechanisms, may assist New Yorkers

in successfully identifying and completing

an application for an affordable unit that
matches their income, household size,
and other eligibility criteria.

ONLINE LOTTERY OUTREACH
Implement a system of offline supports
to increase potential users’ awareness
and adoption of HPD's online application
portal, NYC Housing Connect, located

at http://www.nyc.gov/housingconnect.
Deploy kiosks or street teams for appli-
cants who don’t have Internet access, and
provide low-tech instructions for those
with less digital literacy. Concepts devel-
oped by Kristina Drury and Yasmin Fodil.

WWW.PUBLICPOLICYLAB.ORG

% @PUBLICPOLICYLAB

Amy Findeiss, Parsons DESIS Lab

Benjamin Winter

pages
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John Goddu, Marissa Hatch, and Eli Rosenbloom

INCOME CRITERIA ASSISTANCE

Partner with a community-based organization

to assist housing applicants with questions

and concerns about income requirements.
Alternatively, supply user-friendly written advice,
rules of thumb, and checklists to help applicants
accurately understand income requirements.
Concepts designed by John Goddu, Marissa
Hatch, and Eli Rosenbloom at Parsons The

New School for Design, and by Public Policy Lab
fellows Kristina Drury and Liana Dragoman.

PEOPLE’S HOUSING WEEK

EVENTS & KIOSKS

Organize regular campaigns to educate, inform,
and excite people about affordable housing in
New York City. Provide a staffed kiosk to allow
applicants to test-drive HPD’s online application
website, distribute information and advice about
eligibility, and create opportunities for discus-
sion and sharing stories. Concepts designed by
John Goddu, Marissa Hatch, and Eli Rosenbloom
at Parsons The New School for Design.

APPLICATION AMBASSADORS
Support third-party organizations and
individuals who assist people applying for
affordable housing. Train these community
members to follow consistent procedures
and supply correct information to appli-
cants. Concepts designed by John Goddu,
Marissa Hatch, and Eli Rosenbloom at
Parsons The New School for Design,

and by Public Policy Lab fellows Kristina
Drury and Liana Dragoman.
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DESIGN CHALLENGE: DOCUMENTING INCOME DESIGN CHALLENGE: CLARIFYING THE PROCESS
How can residents better understand how to accurately report their income, What's the best way to support eligible residents who may be intimidated
so they'll be more likely to apply for units for which they're actually eligible? by the process of filling out a housing application?
We saw this
| lied flyer for a
.app \ed so many We are new building
times already, but . . .
. s expecting in our neigh-
I don’t think | am . .
doina it riaht. Most e our first borhood,
oing '_ ngnt. los child and but we don’t
of the time | never
hear back would love know how the
ear back. our own application
apartment. works.
page
43
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Ask me about affordable Oh, this must be one This income guide Look! There are a

housing in your of the flyers they should help you bunch of buildings

neighborhood. talked about. calculate which one that you could

you qualify for. apply for.
39¢
il d
PRE-MARKETING > MARKETING PERIOD: 60 DAYS —
— ' — |

INFORMATION AS A SERVICE — el [ =
-------------------------------------------- R N ] L |
HYPER-LOCAL MARKETING i
"""""""""""""""""""""""" ﬁ*# B ' e ) ) R
HOUSING AMBASSADORS E
HPD STREET TEAM
............................................
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the L (LAMP) of the Now

Your Gulde to Applying for Affordable Housing: i o

Online Application #E# Affordable Housing For Rent

45 NEWLY CONSTRUCTED UNITS
500 West 30th Street, Chelsea, Manhattan

Affordable Housing for Rent

g
Connect

Income Guide

center’, computer lounge’, .
bba terrace!, party rooms' (‘additional fees apply). 155 suphoatan foe 1o WORNS Fon

=l June 2013 Listing ey e =
T Esiaaihes en ‘
- ) riments. Applicants who fve in i * residonts of Manata ity district 7 (50%)
Visit www.nyc.gov/housingconnect e Applicent eIk Yok residents of Manhattan communit district 7 (50%)

to get more info or to apply online.

1. View the Available Units. [SMl 2. See Unit Requirements.
ABOUT THIS GUIDE Unit Size Monthly Rent”  Units Available Household Size™  Annual Household Earning™™*
Studio $525 4 g 1 person ¢ $19.920 $24,080
Bethany Place in North Harlem, Manhattan I Studo $670 2 1 person § 524,892 $30.100
Income ranges between $47,383 - $129,610 T o 3 Py ; person :‘ s:n;: s::x
| 23 apanments Deadine: August 22,2013 __| EEy ol L
THE BRONX 1 person § $26,675 $30,100
ki o2 2 O peoreii 526675 534,400
2people $# $25612 $27.520
Harlem River Point South in East Harlem, Manhattan v ‘affordable housing programs have income. 2bedroom $687 3 ©  3poople #ii $25612 $30.960
Income ranges between $18,858 - $59,820* requirements and ofher selection criteria, You 4 people §¥#i 525612 $34.360
| 139 apartments. Deadline: August 12, 2013 | ‘and your househokt members need to eam 2people 4§ $31.989 $34.400
betwesn specific minimum and maximum 2bedroom 873 2 ©  3people #ii $31,989 $38.700
MANHATTAN amotnts. Your eligibilty also depends on the 4 people §#Hi $31,989 $42,950
number of people in your househoid. 2 bedroom, 2 bath 873 14 ©  2people ti $31,989 $34.400
3 ~Roninciode g2 for coo  Houmenod sza ncdes Housenod earogs ncudes
‘This guide heips you understand how it S Eempmme .:‘.;‘.2': e
50 North Fifth Street in Williamsburg, Brooklyn dzyokopecy e theiCylook st yout come. et e 9%ae
Income ranges between $29,829 - $51,540" RUEEHE e : :m""n"r;: i
o
| 46 apartments Deadiine: July 1,2013 ] ‘affordable apartment! But it can help you figure.
‘out how to give honess, accurate answers on
| Berean Apartments in Crown Heights, Brooklyn I Tou bousing appicalion.
Income ranges between $30,069 - $59,820" - How Do You Apply?  Apply onine o through mail. To apply onlino, pease go to: www.nyc.gowhousingconnect. o foquast an
[706 sprments  Deadine: duy 15,205 | appicaton by mai, send  pstcad s Macadona Paza, PO, Box 166, New Yor, Y 10039, Only send
ina paper.
CCAMBA Gardens in East Flatbush, Brooklyn 17 | When is the Deadline? y 25,2014,
Income ranges between $29,760 - $59,820° | Late appliations wil not b considered.
Afr the doadino, i
o 10 months
g o
- B R

NYC After You Apply for Affordable Housing: T —
T LI} S Checklists

size, and other i
Mako suo o rviw detaied equrements, incudng ‘ncome

R R and Resources

NYC o st g s
Housing Find and Apply for | NWE @ (0 @nychousing T documantis o rormatons uposes oo,
Connect Anardabls Hossel &

Your Guide to B R

sy

=== Affordable Housing ey

T ey

8 ncoonea

ABOUT THIS GUIDE

Affordable housing applications are selected LET'S GET STARTED. (o2 1
for review through a lottery process. If your

‘application is selected and you appear to Look for Understand ~ Submit Wait while If selected, Sign a lease,

qualify for an apartment, you wil be invited to affordable eligibility your applications  prove your  appeal, or

an interview. That interview is to figure out if housing guidelines application  are processed eligibility apply to others

You are eligible for affordable housing.

(5]
® |

Find Afordabi Housing  Loam Abou gty and Mol Your Appcaton o Take 200 10Monthe 1 Slectad, GotoYour _ Rjectad? Chalange via
| Cinos ot arnFr Kopicaton Recreans  Rogaer s SubmiOnine o s Bck kriow wihDocuments  Appest st Apply 0 Gthrs.

Interviews are usually scheduled from two to
ten months after the application deadiine. You:
will be asked to bring in documents about who
will be living with you, how much money the

household makes, your current apartment, and
other information.

‘This guide helps you prepare for the interview.
Itlists the documents you may need to bring

‘and offers tips on how to find and prepare the.
copies you need.

[ r— T
e | BEEEEETR
o T [p——

NYC |
Housing foamaseor
Connect
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IR EE NI

HYPER-LOCAL HOUSING HPD
MARKETING AMBASSADORS STREET TEAM
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715,000 STUDENTS
700 SCHOOLS

LLLLLLLLLLLLLLLLLLLLLLLLLLLLLLLLLLLLLLL



PUBLIG
POLICY  CASE STUDY: NYC DEPARTMENT OF EDUCATION

LAB

What do families need
to make informed,
meaningful school choices?
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PROJECT CHOICE PROCESS
MANAGER DRIVER NAVIGATOR
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HIGH ACHIEVEMENT
N
KVLE SIYED
MY — o —— e SASHA A
HANNAH
GRANT TAYLOR
Ny ° AMBER A A LOUIS
o — ke —— JEFF vy — w — e
ZO0EY
LOW RESOURCE < -0 -¢ > HIGH RESOURCE
JAMES AALIYAH
JAXSON NOAH W
KAYLEE
REGINA
BRITNEY B 6 =
ARIANNA
) \YS RHONDA LEXI
A4

page
LOW ACHIEVEMENT -
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1

Optimized Use of Available Time

3

First-Person School Experiences

Clearer Visions of the Future

Balance of Facts and Feelings

WWW.PUBLICPOLICYLAB.ORG % @PUBLICPOLICYLAB
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PROJECT CHOICE PROCESS
MANAGER DRIVER NAVIGATOR

Participants want sorting tools,
so they can judge if schools
match their preferences

page
72
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THANK YOU

Raj Kottamasu
info@publicpolicylab.org
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