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A NewImpact Catalyst Consulting Project



Background

About this document: This document summarizes the findings and 
recommendations from a project looking at the 2021 rollout of the 
federally funded Emergency Rental Assistance program in response to 
the Covid-19 epidemic, using Western Washington and Pierce County 
specifically as a case study. This work is the result of an innovation 
catalyst project led by NewImpact and the Schultz Family Foundation 
that ran from August 2021 - January 2022. The findings and 
recommendations are based on extensive desk research and interviews 
with 20 organizations across public, private, and social sectors.  

Intended audience: Innovators, administrators, and implementation 
partners in public, private, and social sectors that will shape future 
implementation of rental assistance or emergency cash assistance 
programs.
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Background on the project: This innovation catalyst project was led by 
NewImpact with support from the Schultz Family Foundation. The 
project aimed to uncover solutions that leverage the resources of the 
public, private, and social sectors to increase the efficiency of 
emergency cash transfers, using the national experience with 
Emergency Rental Assistance as a case study.

NewImpact is a Seattle-based, humanity-benefit nonprofit conceived 
by Jens Molbak in 2015, dedicated to changing the way the world finds 
opportunities and solves problems. By forging a tri-sector mindset, we 
aim to catalyze and scale innovation by leveraging existing resources 
from—and aligning interests of—the private, social, and public sectors, 
in order to achieve progress that benefits people and the planet. 

The Schultz Family Foundation, established in 1996 by Sheri and 
Howard Schultz, former CEO and Chairman Emeritus of Starbucks, 
creates pathways of opportunity for populations facing barriers to 
success, focusing on youth transitioning to adulthood and marginalized 
populations, including Black, Indigenous, People of Color communities. 
By investing in scalable solutions and partnerships in communities 
across the country, the Foundation aims to help tackle the barriers and 
roadblocks that prevent individuals from reaching their full potential 
and, in doing so, strengthen our communities and our nation.

http://www.newimpact.care/
http://www.schultzfamilyfoundation.org/
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Background on Federal Emergency Rental Assistance

In an effort to prevent housing evictions resulting from economic 
insecurity caused by the COVID-19 pandemic, the U.S. Congress passed 
legislation in December 2020 and May 2021 that allocated a combined 
$47 billion to the Emergency Rental Assistance (ERA) program. This 
massive emergency cash transfer program has struggled due to poor 
system and process design, frequently causing four-to-eight-month 
delays in the application process. This is despite enormous staff and 
administrator effort at all levels of implementation. Nationally, more 
than half of all applications are still waiting to be processed, stuck in 
long queues of backlogged applications.

This is a new cash transfer program for state and local governments to 
administer, and the scale is unprecedented. Because of this, many of 
these government entities lack the institutional capacity to rapidly and 
effectively move funds to people in need at the scale required. Program 
administrators in some jurisdictions have contracted local nonprofit 
agencies to broaden the reach of the programs, increasing overall 
program capacity. Despite these partnerships and outreach, programs 
still face significant implementation hurdles in technology and 
application review.
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Applicability to broader cash transfer

The rollout of the federal ERA funds has provided a national experiment 
in the design and implementation of a major emergency cash transfer 
system. The result is clear: We need to better prepare for future 
emergencies that require large-scale cash transfers.

Application Processing and Technology Platform Emerge as Key 
System Leverage Points

As of February, 2022, most ERA programs have been open and running 
for close to a full calendar year, and at stage of implementation large-
scale system overhaul is not an option. However, there are still 
opportunities to increase the efficiency, equity, and effectiveness of the 
programs by reworking how applications are processed and reviewed. 
The technology platform supporting the application management 
process is critical to improvements to the system.

Executive Summary
Emergency Rental Assistance Provided Natural Experiment in Cash Transfer

https://nationalequityatlas.org/rent-debt


Executive Summary

Recommendations to Leverage Capacity-Enhancing Role of Tech 
Platform in Application Processing for High-Volume Cash Transfers

6

1. Expedite application processing time by sorting and prioritizing applications with an assembly line 
approach.

a) Leverage outside datasets to reduce risk of fraud.

b) Sort and prioritize by level of need within the applicant pool.

c) Expedite processing of complete applications while reserving funds for highest priority 
applicants.

d) Implement assembly line application review for high-volume programs.

e) Enable administrators to track and assign applications via integrated portal dashboard.

2. Ensure any co-applicants are a part of joint and frequent communications.

3. Set up programs and portals to allow for continued contact with applicants in need.

4. Software vendors can be key implementation partners.
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Rental Assistance Market

How might we increase access to and equitable and efficient distribution of 
Covid Relief Funds?

How might we create a portal system that expedites complete applications 
while reserving funds and focusing human touch on the cases that need more 
attention?

What lessons can we learn from the ERA rollout to inform future emergency 
cash transfer programs? 

Project Overview

Guiding Questions Evolved Throughout Research Process

*These images show some of the process that we used to 
digest the research on these questions. . 



Project Overview

Methods

• Researched existing Rental Assistance programs - shortfalls, best practices, needs, 

and wants

• Reviewed news and media reporting on successes/opportunities for improvement

within rental assistance programs

• Interviewed stakeholders from public, private, and social sectors

• Synthesized findings into visualizations highlighting trends, bottlenecks, and 

opportunities

• Innovated based on identified stakeholders and resources 

• Recommended solutions to address core challenges and take advantage of key 

opportunities
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Public
• King County Housing, 

Homelessness 
& Community 
Development

• Pierce County Human 
Services

• Tacoma Housing 
Authority

• WA Department of 
Commerce

• US Digital Services

Social
• Korean Women's

Association

• Multicultural Child & 
Family Hope Center

• United Way of King 
County

• Coordinated Entry 
Outreach Program

• Housing Connector

• National Low Income 
Housing Coalition

• Red Cross National

• Red Cross Idaho

• Washington Low 
Income Housing Alliance

• Washington Multifamily 
Housing Association

Project Overview

Interviews Identified Bottlenecks, Barriers and Opportunities

Private
• Goodman Real Estate 

Inc.

• Spinnaker Property 
Management

• HousingTech Ventures

• RentLogic

• Edquity

Through more than twenty Spotlight Interviews, we gathered insights from knowledgeable stakeholders 
to gain perspective across the system and identify bottlenecks, barriers, and opportunities. 



Project Overview

Wiki Mapping Identified Key Organizations & Resources 
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17 Social Sector 18 Private Sector5 Public Sector

Our NewImpact Wiki research activity was an initial scan of existing resources and datasets across a variety of private, soci al, and public sectors 

organizations. This scan was not exhaustive, but helpful starting point to explore what resources and datasets already exist and might leveraged for 

new purposes. Each organization mapped has many resources and datasets, making it a rich source of potential connections.
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Analysis & Findings

Flow of Funds to Pierce County Illustrated System Complexity

❖ The flow of dollars is different in each state, county, 

and city. The Dept of Treasury allows each grantee to 

create their own distribution process for rental assistance 

dollars, thus, creating the fragmented system that exists.
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❖ The decentralized system and lack of uniformity slows 

down efficiency and creates confusion for all system users.

❖ Each level of bureaucracy adds more rules and 

regulations creating a complicated and burdensome process 

for all system users.

❖ Understanding the guidelines tied to each source of money 

is a time-consuming process requiring a lot of staff 

capacity. Unclear guidance and changing requirements 

negatively impact the effectiveness of program distribution.

Flow of Covid Funds (Simplified)



Analysis & Findings

System Map Revealed Portal as Key System Lever
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Well-designed portal can:

❖ Better target staff capacity 

❖ Decrease the number of unfinished applications

❖ Reduce the lag between application and approval

❖ Release funds more quickly

Complex applications lead to:

❖ Low confidence in program admins

❖ Program admins fearing audits

❖ Challenges with application accessibility

❖ High numbers of incomplete applications

Multiple layers of bureaucracy result in:

❖ More complex applications

❖ Program admins fearing audits

❖ Increased scrutiny on means testing

❖ Conflicting & unclear directives for distribution

External Link - https://newimpact.kumu.io/housing-assistance-systems-map

Systems Map

https://newimpact.kumu.io/housing-assistance-systems-map


Analysis & Findings

Better Portal Offers Opportunity to Expedite Application Processing
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❖ Tenant and landlord cooperation expedites 

the speed and number of completion of 

applications. Both tenants and landlord 

navigate a complicated system with confusing 

guidance, unclear application processes, 

burdensome documentation, long waiting 

periods, and little to no communication or 

updates on application status.

❖ Program administrators interact with 

applicants at multiple points in the 

system. Reviewers need to help 

applicants apply, follow up on 

incomplete applications, communicate 

with unresponsive landlords or tenants, 

determine eligibility, optimize payments, 

and update programs based on 

changing guidance.

❖ A better portal system could 

ease the application process, 

improve communication, create a 

collaborative platform, improve 

staff capacity, reduce processing 

and waiting times, improve equity 

in distribution, and reduce 

confusion.

External Link - https://coda.io/@newimpact-share/streamlining-emergency-cash-transfer-programs/heard-learned-8

Impact Journey

https://coda.io/@newimpact-share/streamlining-emergency-cash-transfer-programs/heard-learned-8


Analysis & Findings

Interviews Echoed Consistent Themes from Stakeholders
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❖ Design for the needs of each user. Users 

include program admins, community orgs, 

landlords, property managers, tenants, and 

utility companies.

❖ Technology solutions can enhance staff 

capacity, reduce application processing 

time, reduce fear of audits, improve equity 

in distribution, and reduce confusion.

❖ A coordinated approach will bring 

landlords and tenants together as a team 

and improve staff capacity thereby 

reducing application processing time and 

increasing equity in distribution

External Link - https://coda.io/@newimpact-share/streamlining-emergency-cash-transfer-programs/heard-learned-8

Spotlight Map

https://coda.io/@newimpact-share/streamlining-emergency-cash-transfer-programs/heard-learned-8


Rental assistance is one form of cash transfer

Rental assistance programs share three common traits with 
all other emergency cash transfer programs:

• Strict eligibility requirements
• Limited funds
• Restrictions on use

These factors push administrators towards caution and 
hesitancy as they try to limit fraud, provide ample 
documentation to ensure their programs are in compliance, 
and prioritize aid to applicants most in need. In order to 
verify the identity and eligibility of applicants, all emergency 
cash programs will have the same eight steps as ERA 
programs.
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Program elements common to all cash transfer

1. Program Design & Set up

2. Application Intake

3. Identity Verification

4. Eligibility Verification

5. Prioritization

6. Decision

7. Payment

8. Reporting

Analysis & Findings

Rental Assistance Learnings Applicable to Cash Transfer 



Many organizations have documented emerging best 
practices, including:

U.S. Department of Treasury promising practices
National Low Income Housing Coalition
Urban Institute

A non-exhaustive list of these and other emerging best 
practices can be found here.
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Promising practices fall into these primary 
categories:

• Program outreach and application support to 
reach vulnerable populations, prioritizing contracts 
with local social sector organizations as 
implementation partners.

• Application and website user interface, and 
alternative options for application (e.g. local 
211 numbers).

• Documentation reduction through self-attestation 
and categorical eligibility

• Prioritization of applications to ensure equity 
in distribution.

• Allowing for direct-to-tenant payments in the case 
of non-responsive landlords.

Analysis & Findings

Emerging Best Practices do not Address Application Review Process

https://coda.io/@newimpact-share/streamlining-emergency-cash-transfer-programs/supporting-materials-12
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Recommendations

Recommendations for Efficient and Equitable Process

1. Expedite application processing time by sorting and prioritizing applications with an assembly line approach. There are five critical components to ensuring that 
applications can be processed rapidly while minimizing the risk of fraud and ensuring funds are used for highest priority cas es.

a) Leverage outside datasets to reduce risk of fraud. Public datasets can be used in some cases to verify ID, eligibility, and need. This can reduce the risk of fraud 
without increasing the documentation required of applicants. Third-party verification services could also perform this function.

b) Sort and prioritize by level of need within the applicant pool. Each cash transfer program will have best practices for prioritization of need; the portal should 
provide administrators the option of prioritization based on best practices in that field.

c) Expedite processing of complete applications while reserving funds for highest priority applicants. Applications that are complete, eligible, and verified 
should be quickly moved through the system. However, funds must be reserved for more complex applications that take longer to process or that come in later in a 
program’s lifecycle and are high priority for payment.

d) Implement assembly line application review for high-volume programs. Case management is frequently the default approach for social service organizations, 
but if there is a high volume of applications, cases should be processed with the more efficient assembly line approach. The case-management approach should be 
reserved for complex cases that need intensive individual engagement.

e) Enable administrators to track and assign applications via integrated portal dashboard. With high volumes of applications, program administrators need to 
be able to assign applications for case management or assign different reviewers to each stage of application review for an assembly line approach. The portal 
should have a dashboard that enables administrators to oversee, track, and assign high volumes of applications.

2. Ensure any co-applicants are a part of joint and frequent communications. Participation from co-applicants is critical to ensuring timely application submission and 
review, and means that funds authorized for emergency use will expeditiously reach targeted beneficiaries. In the case of ERA , joint communication sent to both tenants 
and landlords with regular status updates was identified as a uniting force and reduced uncertainty and stress.

3. Set up programs and portals to allow for continued contact with applicants in need. Maintaining a database of pre-verified applicants from previous applications can 
streamline the process when the next emergency hits.

4. Software vendors can be key implementation partners. Vendors should enhance overall program function by providing the technology platform to implement best 
practices for application intake and review.
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Outreach, Case Management, and Review
• Sort applications by complete vs incomplete for 

prioritization of case managers time. 
• Document reasons for rejection and automatically 

prompt review of past applications if eligibility 
changes.  

• Project how many applicants can be supported by 
remaining funds and reserve funds proportionate to 
incomplete applications. Expedite processing of 
complete applications. 

• Have portal make automatic calculations to optimize 
payments between rent and utilities.

• Review rent & utility eligibility in one portal to 
consolidate staff review time. 

Program Administrators
• Sort and prioritize applications for review by AMI or 

census tract, or other indicator of need. 
• Integrate payment function with portal.
• Create portal tools for administrators to assign and 

track applications from receipt through decisioning 
and payment. 

• Promote self-attestation and  fact-specific proxies
to determine income eligibility.

• ID verification (off the shelf or custom built) to reduce 
documentation load and reduce chance of fraud. 

• Admin dashboard offers option for “assembly line” 
review rather than defaulting to “case management” 
review, where reviewers are responsible for one step 
of the review process instead of the entire case.  See 
explanation on p. 15 of NLIHC report here.

Recommendations – Supporting details

Portal Supports Both Application Reviewers & Administrators
Note: Program outreach case management and review is often, but not always, carried out by community organizations contracted to assist with rental 
assistance programs. Some program administrators solely manage the process while others may be involved in the outreach, casemanagement, and 
review processes.  The two groups are presented separately, but there may be overlap depending on program design. 

For expanded view of each recommendations in the context slides outreach or program administrators. 

https://nlihc.org/sites/default/files/ERA-Programs-Case-Study.pdf
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Tenants and Landlords

• Joint communication to tenants & landlords.
• Enable portal to push notifications to update 

applicants throughout process. Clear indicator of 
application status.

• User friendly application design with specific 
guidance to applicants, esp. eligibility 
requirements.

• Back-end portal links tenant and landlord based on 
address or other marker, does not require precise 
matching records. 

• Applications should be considered for review even if 
incomplete; sorted and prioritized for case 
management and outreach.

• Make it easy for previous payees to reapply; push 
notification prompting update to application after the 
period of prospective rent payment ends (i.e., 3 
months post-payment). 

Tenants

• Portal offers self-attestation forms as first option, not 
as a backup option. Fact-specific proxies for income 
used to validate self-attestation. See Treasury 
guidance here.

• Applications can be filled out on behalf of applicants
in need of assistance. 

Landlords

• Create portal systems that simplify data entry and 
automate calculation of monthly rent owed.

• Enable batch upload for multiple tenant applications 
for multi-unit housing. Reviewers can then approve 
landlord once for multiple applications for standard 
documents like W-9. 

Recommendations – Supporting details

Portal Expedites Application Process for Both Tenants & Landlords

For expanded view of each recommendations in the context of which bottleneck it addresses, see slide 27.

https://home.treasury.gov/policy-issues/coronavirus/assistance-for-state-local-and-tribal-governments/emergency-rental-assistance-program/promising-practices/fact-specific-proxies


Recommendations – Supporting details

Streamline Fraud-Prevention Process By Combining Existing Datasets

Pre-verification of tenants and rental prices

Preventing fraud by verifying individuals’ identity and validity as tenants 
is essential to program integrity, yet the process imposes burdensome 
documentation requirements that can halt applications and drain 
reviewer time. Leveraging existing sources of identity, address, and 
income verification is key to future streamlining of application 
portals.

State housing finance entity (like WSHFC - may be commission, 
association, agency) that oversees implementation, certification and 
recertification of low-income housing and low-income tenants. Has 
database of all affordable housing units certified by the agency and all 
tenants approved as being income eligible for those units.

County assessor records list all multi-family and rental housing units. 
Could be used to verify address as multifamily, increasing confidence in 
the tenant’s address and lease. 

Housing Voucher holders have known addresses and known incomes. 

Housing Authority waitlists Many HAs have thousands of family on 
waitlists, known to be eligible as tenants but not yet being served.
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Pre-verification of rent

There are market benchmarks that can be used to assess ranges of 
reasonable rent to expect for a given locality. Some, like the Fair Market 
Rate, are used in calculating eligible expenses. Others could be used to 
increase administrator confidence in rent if reported via self-attestation. 

Fair Market Rate FMR is set by HUD each year and is an important 
benchmark in determining if rents are within permitted limits for federal 
programs. FMR has many limitations, including that it is not dynamic, 
does not account for rental vacancy rates or another local price. 
dynamics.(link to their API here) 

County assessor records list all multi-family and rental housing units. 
Could be used to verify address against other rental database like

Zillow and other private-sector rental market tracking services have 
databases of actual and project market-rate housing costs (not the same 
as HUD’s Fair Market Rate). 

https://www.wshfc.org/
https://www.huduser.gov/portal/datasets/fmr.html


Recommendations – Supporting details

Reduce Applicant Burden of Proof for Income Eligibility

Fact-Specific Proxies

Treasury encourages certain flexibilities in rental assistance 
applications, including using fact-specific proxies to validate self-
attestation of income and to prioritize based on need. Some current and 
potential options include: 

Urban Institute Provides many data indices and options for fact-
specific proxies and prioritization by need.

American Community Survey Recommended by Treasury as one 
option for validating income. 

HUD data with geographic areas showing average incomes. 

Potential options:

Census data can be leveraged in many ways depending on the goal.

Fair Market Rates shows what can be a reasonable rate for an area, 
could be used to validate self-attestation of rent. 
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Categorical Eligibility

Categorical eligibility determines eligibility for one program, like rental 
assistance, based on eligibility for other existing programs. This can be 
used to minimize applicants need to prove income or other eligibility 
requirements. Programs with potential overlap include:

Public benefits (SNAP, TANF, CHIP, SSDI, SSI, Medicaid) Already 
verified as income eligible for these programs. 

Housing Authority waitlists 

Public Housing or Section 8

State housing finance agency (data on all income-qualified tenants) 

Unemployment data 

Free and Reduced-Price Lunch through National School Lunch 
Program

Head Start Childhood Education Program

Reducing documentation is fundamental to increased system efficiency. Documentation provides barriers to tenant and landlord applicants and 
requires reviewers to read and validate all documentation. Self-attestation backed by fact-specific proxies and categorical eligibility provide 
federally compliant alternatives to burdensome documentation.

https://home.treasury.gov/policy-issues/coronavirus/assistance-for-state-local-and-tribal-governments/emergency-rental-assistance-program/promising-practices/fact-specific-proxies
https://home.treasury.gov/policy-issues/coronavirus/assistance-for-state-local-and-tribal-governments/emergency-rental-assistance-program/service-design/fact-specific-proxies
https://www.huduser.gov/portal/datasets/qct.html
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Problem: Manual review of documentation for income eligibility drains 
staff capacity. 
Recommendation: Promote self-attestation and  fact-specific proxies to 
determine income eligibility.
Impact: Fewer documents to review for income eligibility, freeing up 
staff capacity.

Problem: Fear of fraud can lead to program administrators adding 
unnecessary and burdensome documentation
Recommendation: ID verification (off the shelf or custom built) to 
reduce documentation load and reduce chance of fraud
Impact:  Improves program confidence, reduces fear of audits and 
eliminates need for burdensome documentation

Problem: Case management is important but time consuming. 
Recommendation: Admin dashboard offers option for “assembly line” 
review rather than defaulting to “case management” review, where 
reviewers are responsible for one step of the review process instead of 
the entire case.  See explanation on p. 15 of NLIHC report here.
Impact: Increased efficiency in processing all applications.

Appendix –Supporting Insights for Recommendations

Program Administrator Design Considerations

Program Administrators 

Problem: Reviewers need to prioritize applications to ensure equitable 
distribution. 
Recommendation: Sort and prioritize applications for review by AMI or 
census tract, or other indicator of need. (See slide 16)
Impact:  Increases equitable distribution of funds 

Problem: Separate payment systems are costly and complicate 
program administration. 
Recommendation: Integrate payment function with portal.
Impact:  Expedites payment process & reduces waiting times

Problem: Current review process is heavily manual and lacks ability to 
easily batch “easy” applications for expedited review. Some portals lack 
functions for assigning applications to specific reviewers.
Recommendation: Create portal tools for administrators to assign and 
track applications from receipt through decisioning and payment. 
Impact: Reduce staff capacity strain and reserve time for difficult 
applications or reporting requirements

https://nlihc.org/sites/default/files/ERA-Programs-Case-Study.pdf
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Problem: Changing guidance - manual review 
Recommendation: Document reasons for rejection and automatically 
review past applications if eligibility changes 
Impact: Help people who are newly eligible and increase reviewer 
efficiency.

Problem: Reviewers manually calculate eligibility amounts and 
optimize for maximum payment of rent and utilities.
Recommendation: Have portal make automatic calculations to 
optimize payments between rent and utilities.
Impact:  Reduce staff capacity strain and expedite processing

Problem: Separate utility applications complicate programs.
Recommendation: Review rent & utility eligibility in one portal to 
consolidate staff review time. 
Impact: One single application prevents multiple review of applicants 
and allows for payment optimization

Appendix - Supporting Insights for Recommendations

Outreach, Case Manager, and Reviewer Design Considerations

Outreach, Case Manager, and Reviewer

Problem: Reviewers are assigned batches of applications that include 
complete and incomplete applications and must follow through with 
each applicant for an incomplete application, delaying the processing of 
all applications.
Recommendation: Sort applications complete vs incomplete and 
assign in batches to prioritize case managers’ time. 
Impact:  Quickly flag incomplete applications to direct appropriate case 
management capacity and reduce lag times for complete applications.

Problem: Community outreach orgs fear that expediting processing for 
complete applications would leave behind those most in need of 
support, who often submit partial applications and then need follow-up 
support. The result is that all applications take longer for approval.
Recommendation: Project how many applicants can be supported by 
remaining funds and reserve an amount of funds proportionate to 
incomplete applications. Expedite processing of complete applications. 
Impact: Faster approval for the bulk of applications, with sufficient 
funds reserved to serve those most in need. 
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Problem: People do not know how to fill out application, answer 
eligibility questions, and upload documentation. 
Recommendation: User friendly application design with specific 
recommendations, esp. for eligibility requirements. 
Impact: Increase the number of complete applications.

Problem: Tenants and landlords are required to enter exactly matching 
data (i.e., rent owed, email addresses) in order for their applications to 
be linked.
Recommendation: Back-end portal links tenant and landlord based on 
address or another marker. 
Impact: Does not require direct coordination between tenants and 
landlords where relations may be strained.

Problem:  Incomplete applications are excluded from consideration, 
which can disproportionately impact those most in need of support. 
Recommendation: Applications should be considered for review even if 
incomplete and prioritized for case management and outreach.
Impact: Even applicants that struggle to fill out applications can receive 
support. 

Appendix - Supporting Insights for Recommendations

Joint Design Considerations for Tenants & Landlords 
Tenants & Landlords

Problem: Tenants and Landlords are both key applicants and if either is 
unresponsive applications remain incomplete and drains staff time and 
capacity with follow-up outreach. *Will be lessened with ERA 2 that does 
not require priority for direct-to-landlord payments.
Recommendation: Joint communication to tenants & landlords.
Impact: Increases collaboration and brings both stakeholders together 
to increase the number of complete applications.

Problem: Long wait times with no response from programs lead to 
stress, confusion, reapplication, and uncertainty.
Recommendation: Enable portal to push notifications to update 
applicants throughout process. Clear indicator of application status.
Impact: Reduce confusion, frustration, stress.

Problem: Continuing pandemic conditions mean continued inability to 
pay rent and utilities, leading to repeat applicants.
Recommendation: Make it easy for previous payees to reapply; push 
notification prompting update to application after period of prospective 
payment ends. 
Impact: Tenants/landlords receive ongoing support; less burden on 
applicants and staff to start and review new applications. 
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Landlords

Problem: Applications require documentation of rent owed by month 
and requires manual entry for each month.
Recommendation: Create portal system that simplifies data entry and 
automates calculation of monthly rent owed.
Impact: Prevents manual and time-consuming user experience.

Problem: Housing providers with multi-unit properties have to 
individually apply on behalf of each tenant.
Recommendation: Enable batch upload for multiple tenant 
applications for multi-unit housing. Reviewers can then approve 
landlord once for multiple applications for standard documents like W-
9. 
Impact: Increase large landlord cooperation, benefiting large numbers 
of tenants and increasing collaboration with these key stakeholders.

Appendix - Supporting Insights for Recommendations

Specific Design Considerations for Tenants & Landlords 

Tenant

Problem: Applications require burdensome documentation of income 
and need.
Recommendation: Portal offers self-attestation forms as first option, 
not as a backup option. Fact-specific proxies for income used to validate 
self-attestation. See Treasury guidance here.
Impact: More applicants can quickly apply, burden reduced on 
administrators for application review. 

Problem: Applicants need application assistance, whether technical or 
language.
Recommendation: Applications can be filled out on behalf of applicants 
in need. 
Impact: Community outreach organizations, 211, coordinated entry 
programs can support applicants in their application process.

https://home.treasury.gov/policy-issues/coronavirus/assistance-for-state-local-and-tribal-governments/emergency-rental-assistance-program/promising-practices/fact-specific-proxies


Appendix - Analysis & Findings

Overview of Visualizations and Research Data

Systems Map - macro-level view of dynamics impacting the delivery of rental assistance
Link – full map here https://newimpact.kumu.io/housing-assistance-systems-map or

PDF here https://coda.io/@newimpact-share/streamlining-emergency-cash-transfer-programs/heard-learned-8

Impact Journey - visualization of common pathways for tenants trying to access 
rental assistance funds. Focus on bottlenecks and opportunities.

Link - https://coda.io/@newimpact-share/streamlining-emergency-cash-transfer-programs/heard-learned-8

Spotlight Map - a mind map reflecting interview data in a close to raw format. Reflects diversity 
and range of perspectives. 

Link - https://coda.io/@newimpact-share/streamlining-emergency-cash-transfer-programs/heard-learned-8
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https://newimpact.kumu.io/housing-assistance-systems-map
https://coda.io/@newimpact-share/streamlining-emergency-cash-transfer-programs/heard-learned-8
https://coda.io/@newimpact-share/streamlining-emergency-cash-transfer-programs/heard-learned-8
https://coda.io/@newimpact-share/streamlining-emergency-cash-transfer-programs/heard-learned-8
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Private
- Affirm
- Aunt Bertha
- Bankmobile
disbursements
- Bench
- Bilt Rewards
- BlueVine
- Brigit
- C Learning
- Campus Logic
- Canary
- Candid
- Chime
- Cross River
- EAB
- Edquity
- Edsights
- Ellucian Banner
- Even
- Frank
- Fundera
- GiveDirectly
- Goodman Real 
Estate
- GrantCare
- Greenlight

Social
- Alliance For Multicultural 
Community Services
- Associated Ministries
- BakerRipley
- Bates Technical college
- Brighton Park 
Neighborhood Council 
Chicago
- Catholic Charities
- Goodwill Olympics & 
Rainier Region
- Helping Hand House
- Housing Connector
- King County Regional 
Homelessness Authority
- Korean Women's 
Association (KWA)
- Living Assistance Support 
Alliance (LASA)
- Mary's Place
- Mayors and CEOs for 
Housing Investment
- Mi Centro (Centro Latino)
- Multicultural Child and 
Family Hope Center

Appendix 

Organizations Identified in Research Process
Public
- City of Spokane
- City of Tacoma
- City of Tacoma, Neighborhood and Community 
Services
- Clover Park Technical College
- HUD FSS
- HUD Section 8 Housing
- King County
- King County - Dept of Community and Human Services
- King County Housing Authority
- Older Adults Home Modification Program (OAHMP)
- Pierce College
- Pierce County
- Pierce County Housing Authority
- Pierce County, Housing Assistance and Programs
- Tacoma Community College
- Tacoma Housing Authority
- Temporary Assistance for Needy Families (TANF)
- UW Tacoma
- United States Digital Service
- WA Department of Commerce
- Washington State Housing Finance Commission

- Gretel
- Gusto 
- Haven Connect
- Housing Tech 
Ventures 
- Inside Track
- Koz Development
- LandlordSolutions 
Inc
- Lemonade
- Livestories
- Mainstay 
- MOS
- MX 
- Neighborly 
software 
- Pay Active
- Providers
- Rent Logic
- Rent Relief 
powered by Yardi
- Scholar Me
- Single Stop 
- Six up
- Spinnaker Property 
Management

- National Apartment 
Association (NAA)
- National League of Cities
- National Low Income 
Housing Coalition
- NewImpact
- Red Cross
- Restoration America
- Scholarship Junkies
- Share and Care House
- Schultz Family 
Foundation
- The Reach Center
- United for ALICE
- United Way of King 
County
- United Way of Pierce 
County
- UpTogether
- Urban Institute
- Washington Low Income 
Housing Coalition
- Washington Multi-Family 
Housing Association 
(WMFHA)
- Rock Solid

- Starfish
- Steady
- Summer 
- Tally 
- Toast 
- TransferWise
- Transunion
- Unqork
- Upswing
- Wizehive
- Yardi
- You at college 
- Zillow
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