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Project Background and Task

This presentationis a walkthrough of the approach we took to improve the website

and proposed next steps

BACKGROUND

The Advisory Committee comments were made
abouthow difficultit was to find the right
informationon tenantissues on Toronto.ca

In March 2020, there was an urgent need to get
information to tenants during COVID-19 — the CXi
Team and the Housing Secretariat began working
together to improve tenantcommunications

TASK

In November 2019, the Sub-Committee report asked
City staff to directly work with a newly created
Advisory Committee to improve communicationson
tenant rights

In March 2020, CXi Team and the Housing Secretariat
began researching by first speaking to people with
lived experience to better understand WHAT
information and resources people wanted on
Toronto.ca


http:Toronto.ca
http:Toronto.ca

Delivering information that keeps people housed

Refreshed Resource Channels for Tenants




How We Work - Understanding the Problem

Conduct

in-depth Make sense
research of the data

Reframe
the
problem

Frame the
problem

UNDERSTAND

the problem

What we learned:
Channels to Know, Understand and Pursue

Rights
City

311
Councillors
RentSafe
Rent Bank

Province

Landlord Tenant
Board

Social Service Informal Networks
Organizations and
Advocacy Groups o.o

Legal Clinics ﬁa

Tenants’ Associations

Not-for-Profit Groups Friends
Housing Help Centres Family
Neighbours
Housemates



®
I Toronto.ca Webpages

toronto.ca/home/covid-19/ toronto.ca/community-people/housing-
COVID19 pages on Toronto.ca had 10.4 million pageviews from shelter/housing-at-risk/
March-May 2020 _ _ .
: . . . . Housing At Risk pages on Toronto.ca did not see much change pre- vs.
- 10,321 regarding general financial support information for during-COVID in terms of number of users, even though this page
tenantsand property owners displays similar information as the Financial Support Information for
- 2,989 pageviews for for July 17-24 Tenants section of the COVID19 pages
- 1,271 clicks on Tenant Rights and Responsibilities . . .
- 641 pageviews for this for July 17-24 This suggests that users go to a centralized, need-based site
where they know which search terms to look for.
Users Users
o (0 P | MARCH APRIL
Page I fees 8 [ i BN LU bbages & B it TS B
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COVID;19
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Presenter
Presentation Notes
Source: Email with Digital Communications Division, May 2020 and Web Analytics for Toronto.ca, May 2020

https://www.toronto.ca/home/covid-19/
https://www.toronto.ca/community-people/housing-shelter/housing-at-risk/
http:Toronto.ca
http:Toronto.ca
http:Toronto.ca

ABOUTTHETEST TAKEAWAY

How We’'ve Discovered

Jurisdictional Enquiry
and Literature
Review

Q

Review of
Toronto.ca Web
Analytics

—
.

In-depth Interviews
with 15 Community
Organizations

040

=l
o=

In-depth Remote
Interviews with
People with Lived
Experience

06370

o

Connections to City
Staff

Evictions and housing
instability are on the rise

April 2020

Used a paper prototype to test
the websites features with
residents at a Neighbourhood
Summit for feedback on their
preferences

More peoplelook up housing
supports under a main page

than navigate to Community
and Shelter

May 2020

Reviewed Toronto.ca analytics

Needs are around data
collection and up-to-date
information

May - June 2020

Tested if we could increase
online participation by using
localized content and topics
that residents were familiar
with

Needs are around
understanding rights of both
tenants and landlords

May 2020

Through the City’'s our Tenant
Advisory Committee and
people who are connected to
them, we interviewed those
who have been evicted, have
a housing issue or have been
threatened with eviction

Needs of SMEs are around
ensuring that service
providers get information and
website is integrated into rest
of Toronto.ca

May - June 2020

Aligned housing-related
digital content holders and
policy makers at the City of
Toronto. First ever alignment
around this subject matter.


http:Toronto.ca
http:Toronto.ca
http:Toronto.ca

What ‘Voice’ Do We Have to Keep in Mind?

Based on the research, design and testing with people with lived experience and Subject

Matter Experts completed after engaging with people with lived experience, we came up with
the following design recommendations:

Provide the right
kind of help

Have atone that
provides
reassurance to
potential users

0l ToRoNTO

Help the user

understand Answer specific
tenant/ landlord qguestions with
rules and

certainty
responsibilities

Help the user Friele

mprehensiv .
understand the .CO P e_e SIVE Provide
. ) information — no . :
information immediate help
dead ends or
presented

circular links

What other guidelines do we need to think about?


Presenter
Presentation Notes
50% of renters in an Ipsos study were aware of the complaints process. Only 8% contacted the City of Toronto to relate a housing issue to the City. Of those 86% called 3-1-1 and 21% called their City councillor.

The RentSafeTO program helps buildings with 3 storeys or higher maintain safe and adequate housing through a City licensing enforcement process. Renters had very low awareness of the program and also knowledge of what RentSafeTO could do for them.


How We Work - Generate and Test Ideas with People

RentSafeTO for
Tenants

X
Housing and Shelter

RentSafeTO for

Rental Housing:
Rights, Responsibilities + Standards
For Tenamnts

For Landlords

Property Standards and Enforoement
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Presenter
Presentation Notes
Our team quickly began to identify gaps within the system. The Housing council had asked city staff to better inform tenants of their rights. ��First you must UNDERSTAND: That our municipality has zero jurisdiction over evictions. 
This is provincial matter- but what we know from previous research is that people go to their local councillor, call their friends and family in their neighbourhoods, call 311 and go to the city website to get information. 
�311 redirects them to the province. Not helpful. They have 3 people who support residents who get eviction notice throughout the province.
�During this high stressful time, people were spending hours searching for information and feeling defeated before the process even began.  
What stood out first was the website is confusing. 
Data showed that “Housing” was the number one most searched work on Toronto.ca. But information was outdated and content was often circular- link to this page and that page had a link to the other page
�How do we quickly give people the tools to SELF EDUCATE and SELF ADVOCATE. Give them more confidence in their housing situation and be able to self defend against different notices and requests landlords issue


| Toronto.ca Pages Edited

Redesign and Editing of the content meant updating the content, as well as redesigning the tone of voice and making sure that specific

terms were in as plain language as possible so that the resource is useable for general audiences.

Il

Changes
Page Links Content |Location| Layout
[Housing and Shelter] Yes
Finding Housing Yes Yes
Housing at Risk Yes Yes Yes
Long Term Care Homes Yes
Seniors and Disabled/ City Services for People with Disabilities Yes
Rental Housing Standards Yes Yes
Financial & Employment Support Yes
Financial Support for Renters Yes
Rent-Geared-to-Income Yes
*New Page/ Tab - "Understanding Evictions" - similar content to the "Housing at
Risk" Yes Yes Yes
*New lﬁa%e/ Tab - "Find Legal Help" - similar content to the "Housing at Risk" Yes Yes Yes



https://www.toronto.ca/community-people/housing-shelter/
https://www.toronto.ca/community-people/housing-shelter/finding-housing/
https://www.toronto.ca/community-people/housing-shelter/housing-at-risk/
https://www.toronto.ca/community-people/housing-shelter/long-term-care-homes/
https://www.toronto.ca/city-government/accessibility-human-rights/accessibility-at-the-city-of-toronto/city-services-for-people-with-disabilities/
https://www.toronto.ca/community-people/housing-shelter/rental-housing-standards/
https://www.toronto.ca/community-people/employment-social-support/
https://www.toronto.ca/community-people/employment-social-support/housing-support/financial-support-for-renters/
https://www.toronto.ca/community-people/employment-social-support/housing-support/rent-geared-to-income-subsidy/
http:Toronto.ca

How We Work - Deliver Initiatives

[l TorONTO

Services & Payments

Community & People

Business & Economy

Set up
implementation
routines

Track
progress

Measure
impact

& City of Toronto / Community & People / Housing & Shelter / Rental Housing & Tenant Information

Rental Housing & Tenant Information

This section intends to provide up-to-date and accurate guidance for tenants and landlerds on rental housing in the City of
Toronto. It aims to address questions that may arise during tenancy, give resources around the rights and responsibilities
that tenants and landlords are to expect, and help with navigating the rental process.

NEW

NEW

Jnderstand & Fight
Evictions

Learn about the eviction process,
what makes an eviction legal,
types of evictions, how to fight an
eviction and find legal help.

Finding Housing
Learn about housing programs to

meet your specific needs and
resources that can help you find

housing.

Organizations That Can
Halm

Rental Housing Standards

Learn about housing standards
and enforcement options.

Find Legal Help

Learn about your options and
eligibility for legal aid.

Rights & Responsibilities . »r
Landlords & Tenants

Learn about rights and
responsibilities for renting under
the Residential Tenancies Act.

Get Help Paying for Housing

Learn about financial support
programs that can help you offset
housing costs.


Presenter
Presentation Notes
one centralized resource for renters
organized more intuitively 
with added sections for better communication (understand & fight evictions, rights & responsibilities for landlords & tenants)


Step-by-step
Instructions for
people facing
evictions

1l Toronto

% Coayaf Toewrnn f Commansty & Peogdl ¢ Houleg © Shaiter ¢ Underszand & Fight Exicnoss

Understand & Fight Evictions

Landlords afe iegaired 1o give alfical notices of eviclion. Unlil & landoid
izsues an oificial Mobce of Eviclion, the eviction process does nal begin If 3

Landiand verkbally sk 5 1enan 12 lesve of wites them an emad of nats s3king Bl Hew
e 1o leave, this doss not begin the formal eviction process indgrmuaien
Important Cxception: il & terant chares & kitchen o a bathroom with iheir il 1
tandiond or amember of the |andloed's immesdote famdy, they are not protecied
by ihe Residents Temancees Aci " in i sdusborn, the landlond does not reed Urrdarnia
12 Follow the legal evisteon protess. They may ol 3 tenant 1o leave ot asy tire
and the tenant has itk recowse. In a sfuaton e e, they should reach out ekl
1o m legal clires dor sssisiaece i
Laradcad
I you receive an olficis] ewction nofos, you do nol have o more oul righi
away Ths ig aanply e fegl gap n e eHclon prosess Firedng H
Find Logd
1+
Types of Evictions +
Qiganiesl
Determine If You Need to Move Oul +
Who |s Covered by the Residential Tenancies Act t
Getting the Landiord Tenant Board Involved *
Steps In the Eviction Process +
Alternative Options +

Eviction Protection Intervention in the Community (EPIC)
Program

Types of Evictions -

In Gntaria, evictions are legal only if they invclve

Reason for eviction: You owe rent

Maotice: M4 - Motice 1o end a tenancy early for mon-payment of rent ==
Options: I you agnee that you owe rent and can pay i,/ is best o pay the
rent 1o your landlcrd by the deadhine in the notice. This will void the nobice,
mzaning thal your landiord cannot apply for youwr eviction al the Lardiond
and Tenant Board. If you cannot pay the rent by the deadline or do not
agree with the amount daimed by your landlord, you do not have to move

oul and your Eandiord muwsi file an application for eviction 21 the Landlard
ard Tenant Board

¥our landlord’s application for swiction will prompt a hearing where yoo
can defend your tenancy. The andy suthority that can issus an evictian
order is the Landiord and Tenant Board and the only authamty that can
enfome the eviction order by changing the lodk s on your door is: the
Sherifl. They bath must give you waitten notioe n advance

Reason for eviction: You often pay rent late
Matics: MU - Molice 1o terminate 3 tenancy af the end of the term ==

Options: For late payments, the terant should demonstrate that they have
funds 1o afford the rent, and are commitied ta paying on tme o future

Reason for eviction: You or your guests did something
illegal on the property

Matice: M - Motice 1o terminale 3 tenancy early: Hlegal act or
misrepresentabon of income @

Optsons: Correct the behavaur and find a way 1o enswre it wall not happen
in the future

Reason for eviction: You or your guests caused damage or
serious problems for your landlord or other tenants

Matioe: N7 = Notice 1o End youwr Tenancy For Causing Sericus Problems
in the Rental Urdl or Residential Comples =

Options: Correct the behnsowr and find & way 1o enswre it wil not happen
in the fuure

Reason for eviction: Overcrowding

Maotice: K5 - Motice 1o End yowr Tenancy For interferng with Others
Damage or Overcrowding B

Options: Correct the behaviour and find a wary to enswure it wall not happen
in the future.

Reason for eviction: Substantial interference with

Fafial ol

Stage 0: Before a notice

= [Dgourmrentation
= Cammunicabion with landloed
* Mon-paymenl rental agresments

Stage 1: When you get a notice
When your landlord gives you an eviclian notice for amy reason, his does

not recessanly mean you will have to move ol I you think you e 2
good reason, yoid might decide to fight the notice

Oriky Motices from the Landiard Tenand Board are legal. i yoa recsive 2
notice thal ism't kegal, if's not banding.

Legal natices can be found online

Hf you receive a notice and you do nol wanl 1o leave of f yoa da nol agree
with the reasons in the notice, you do not have 1o move out. Thes s senply
1he first slep in the evction process

Eath tenants and landlords can geve notices to end a lesse agresment or
end lenancy.

This does nat mean the Rndiord has filed amything and the Landloed and
Teran Board is nod involved at this siage

Read the notice canefully to s il thereis a way for you 1o cancel the
notice before your Esndiord applies to the Landiond and Tesan! Bomd. Fod

exampile, if the nolsoe is far non-paymenl of renl, you can canced it by
payirg the rent weithin 1he tirme Bt

If you cannat cancel the notice, your landiord may appdy to the to the
Landlord Tenant Board to have you evcied. You will reoeive anotber LTE
farm titled “Apphcatan to ewict a tenant™ (L1] ar “Application o End a
Terancy”™ (L1].

You vill hawe 1o fight the eviction in ordet to remain in your home. Get
legal advice righl away and leam aboul fighting an saction

Stage 2: When you get a Landlord Tenant Board appication

If you canmat canced the evictlion nolioe of otherwize resobve the msue
with your landlord, your landlond may file an application fo ewct pou with
the Landlord and Tenant Board. Il your landlord does this and the LTE
accepls the application, a hearing will usually be scheduled o decade the
application. The LTE »ill send you notice of the hearing which will vchude
the locatson, date and time of the bearing. Undes exceptions]
circumstances (usually medical), you may be able 1o reschedule the
hearing dale

Stage 3: Preparing for a hearing
To prepate for the heanng
= arile down everylhing thal happened and when,

_ e ol o Medk el dle o o 2o o o o S . o 8 fe oo o o

Clear
sections
dedicated
to
resources
and what
to expect.




Before After

Rights & Responsibilities for Landlords &
Tenants

The Residential Tenancies fcl 7 (RTA) is an Ontanio law thad geves lamdiords
and lenamts specific righls and responsibilites. L provides rules for noeasng
the reni, evicting a temant, maintenance, elc. Under the HTA, the Lsndiond
Teman] Board ' [LTH)] was oresled 1o sobve dispules bebtepeen tenembs amd then
kandiards

A Cfy of Teonte / Communiy & Peopis | Housiig B Sesiter [/ Mousing ol Risk?

The ETA covers people lsing in remial bousing B does nof apply o people

Freireg inc
4 & = prmerpency shefers
HGUSIHQ at HIS kj i o, | Fen s hospetals or nursing homes [long-tem care facilities)
& prizon
The City of Tarsrio provides suppert ard infeemation 1o fesklenls In ferilal R a s student residends or dormilanes
elated Information
wnife wha are ai risk of losing their home and being evicied & BEMpOrary of sessonal e units B r O k e n d OW n b y
tandards & unils that share a kitchen or bathroom with their landiord or 2 memibser of

dparimam Bulldeng

bost people living i rental housing in Ontano must abide by the Besidentaal
Terancson Aok 7 [ATA), which iz the Prowincial law that gaverns landlerd and
teram relatsane. il outlnes bath your righis and your abigations az a terant. il

= people nol on alease Com monlv

deee nol apply 1o student ressderces o eibet inslitutional setlings S ear C h e d te r m S
i m Tenant Selection + .

Summary of Your Rights as a Tenant + , and ISSUGS by

theeir immediate farmily

Lease
Summary of Your Responsibilities as a Tenant + — . te n an tS aC r O S S
Financial Resources +
Deposits +* Toronto
Organizations That Can Help +
Rent Increases +
i you have 1o beave your hame, bearn aboul how ta fmd housing of acoees an Entry to the Rental Unit +
emergency &heles
Repairs & Maintenance +
Commaon Areas & Outdoors +
& Jobe at B Ciky (™ Wedia Resam
Indoor Temperature +
s s o Thecat. THES Vital Services +
D Oy of Torahia 1500
Pets *

0l ToRoNTO s :

Ewiction +
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bfl Toronto

& City of Tomnte § Community B People § Housing B Shelter f Finding Housing

Finding Housing

The waiting list for subsidized ar renl-geared-la-income hawsing in Toronto is
bang and you may need 1o explore other oplions until something is available

Learn about how to apply for subsidized howsing and housing benefits

To get support with finding and keeping affordable housing, you can
also contact a Housing Help Centre.

The City of Taronto warks with a number of groups that provide affcedable
home ownership or rental opportunities. Please contact awr community
partners direcily (o bearn what assistance they can offer.

Tips for Renters

IF your housing is af risk, beam muore aboul your rights and responsibilities, and
find free serdces and financial resources to keep yawr hame.

& Johs at the City i Media Poomn ] Contact s ERERED W Translate

e -'T: Par

Contact Information

2477 Info om Community Sereices
Telephone: 2-1-1

Temant Hoding
Telephone: 4716-021-0408

Landlord Tenank Board
Teephone: 41%&-645-8080

Emergency Shelter |Cendra| intake |
Tiedephone: 1-877-336-335%8

Asssadted Women's Helpling
Telephone: 1-866-963-TEEE

Related Information
Assistance Theough Ontarks Works

Thi Ainceas Point (Suppartiva Housing)
The Access Point (Supportive Housing)
Subsidized Housing Ouiskse Teeomn

Cooperative Housing Fedemtion of
Torono ®

Torondo Commanity Hossing Affordabde
Units =

Toronto ©ommeanity Hoesing Marke
Rate =

Hew Afferdabde Housing Developments

Caonnet nn@
@ in| =

& City of Tomnty § Caommunity & People § Housing B Shelter § Finding Housing [dema)

Finding Housing

The City offers various housing programes, which could be helpful far you. Ta
find the right type of housing that suits your needs, explone the oplions belov.

Subsidized & Community
Housing

Learn about the Rent-Geared-to-
Income Subsady, other
Community Housing Prowiders
and how 1o apply.

Housing for Seniors

Housing opbans shift to supporl
aouwr changing needs as we age.
Learn aboul your oplions for
aging a1 home, affsetting Firg
costs and more inlensive
supports.

Affordable Housing
Partners

Learn about aur Affordable
Housing Community Parinens
1hat pravide affcrdable home
awnership or rental
apporiunilies

Get Extra Support to Find Housing

Housing with Support
Services

The Supportive Howsing Services
program is a community-based
servioe promabing independent
Iiving to eligible residents in
designated buidings.

Long-Term Care Homes

Learn about the City's 10 Lang-
Term Care Homes, including
specialized services, taking a
tour ard how 1o apphy.

There is suppeet available when youw are looking for housing. Youw can get

support from a Howsing Help Centre located in your commaunity by calling 416-

2R5-B070 or visiling a location close 1o you ta get assistance finding hausing

theart suils your needs.

Thie Hoysmnn Beln Centree are noo-cecfit anenciss thatk beldn nenode find and

Related Information

Senkrs Housing Saricis

affoedable Housing Fariners

Information
displayed

clearly for

people to find
the exact
Information they
are looking for
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What Are We Testing

& (647) 424-1165

vent their spread into other

portions of the property S M S T t M g g S we can help those who have
0 = eX e S S a I n e rV I C e questions about buildings with
EW ALL > . s i
- : 10 units or more.
Dicl we answer your ST . - -
question? S pid : e - S =i Can we help you with questions
% - == =4 15:08 @ B PLETI% about:
S $ R0 VT 62% @ 3:34 PM s
- « (647)424-1165 [ %% Q@ i 1)Repairs & Maintenance
Great! Can we help you < +16474241165 G 1| . 2) Making a service request to
Wllh mhlw tlﬂ? 337 Pl I - I : A IR e the Eit}.
ves | bl ] 5  3)Indoor Temperature (Heating
s v Mo | | & Air Conditioning)
= = s Now - 3M3 4) Pests
1) Repairs & Maintenance x .
2) Making a service (") Would you like us to — 5) COVID-19 & Cleaning
request to the City “*  connect you with someone [ o Landlords and Condo Boards
?ﬂéﬁwgmﬁ'ﬂlm to help get your questions s [ are urged to adopt new health (Use the menu numbers for
o m?g“ng] answered? Rt el : - and safety measures to protect your selection)
4) Pests } residents from COVID-19. Large
5) COVID-19 & Cleaning ™ ’ ' : — ] residential buildings with a
T34 PM ! [ "= i i
[Us:e;l;n‘u m:_am;numbars for | S gg:p?l;ﬁ;rrzi;g:::::ld
your ection 99 Pid — : = S i ’ - A &
L) F_::n: more information, : rigorous cleaning routine to Are you interested in knowing
21 ) visit: hittps.//www.toronto o prevent viral spread. During more about these regulations:
2 :;_a,.fcclnmmumwn&unie this unusual time, patience and 1) Heating

{ hous.lmq-sh elter/rental S understanding from landlords 2) Air conditioning

-housing-standards is necessary to help stop 3) Appropriate building

/apartment-building the spread of COVID-19. The temperatures

-standards/rentsafeto-for P

tenants/

Thanks for texting! Bye!

Thanks for taking the
test. You are done the
test. Please answer the
following guestions about
the service. We'll be using
the results of this survey
to help improve this text

2 Enter mes

©

City encourages all property
owners to check in on their
vulnerable residents and if
necessary, connect them to the
appropriate local agencies and
supports.

Did we answer your question?

9 Flease answer yes or no,
Mo
@ [  Text message @

L =
'




What Are We Testing
Eviction Prevention Toolkit (Print) Know your rights

. s : —
Landlords are required to give official notices of
JGurnE}f Gf someone Wh o gviction under the Residential Tenancies Act (' - ")
rﬂﬂk aﬂf.‘ﬂn Until & landlord issues you an official Notice of H
Eviction, the eviction process does not beagin. ™ :.1
: : (&)
LIF Ea s Identlf",r where You are in the If a landlord werbally asks you 1o leave or writes ]
minis orim aviction process you an amail or note asking you to leave, this does
quis vere it not begin the formal eviction process. =
ullgt At} 'q,'cb
(I ER R R EREREEERERENENRSEREREERERNESERENRSENRHSEHRHE.: P
o o Hae having s weth your landlomd o reetal propesgl oy o resoive it . P———
bl an awiction procom s .
A okoiaon @ 3 oeral procecdues thal | mantesd B = ILanadicrg aned Tenant Gﬁicial Nntice :
foard ITH) of Ortano. Eveny landiond must fofy W (ans o seos 1o logally evict .
B R W0 sl o 10 st S0 e TR a0 ) iRl ROEEA = = L]
of Eviction :
e Ewon i your lnnciien 070 ste. & wel Dsn ordker 50 M il Of Sha eviction H
Ok, U Meghl ol D bl 00 0P W BTN Troam D i i il Hoswsees, bt ool ol St s ittt L e
i thas \ags e kegad opD. S @ ery Do and 'y mary have 0 pary ST deed = iialiiaipiien

== W

5 deectaque dellore eum ra

F o Foverss Vi e
-
Tips for making re
P g EXCEPTIONS

Spaak to your Llandiond to farmulats a p | |

plan and schadubs | Il wou sk

o f - - - - e andlor

Speak to farndly members it oy | Lncortgives: | | i e T your landlo :

Firsdl mndl 821 up help o RN - gl ] il ey el B immediate far you are not pro

Find rond sssisiance {phone number on | Tenancies Act. In

. L

Valid reasons for eviction

LafeRiet 5 D i
Pafaten Lils [y # P! s (hieti i
Dasraga B Demslfaan or coosmrsion
Larital rlefterarca - Magal A

Frgaiintig idilkely & MRrEDTSNEESh of o G
i rwing Dbl iy Pl (bt 0 B Ty

A oiher reasons are nod vabd!




Next Steps

Digital and Non Digital Products and Outreach

1. Continue to test and make changes based on feedback from the webpage and make

data driven decisions based on live data.

ex. Page views, common searched items, number of downloads
Give Us Your Feedback

2. Based on the content developed for the website we are
now moving to testing and developing
recommendations for new products based on tenants’

Overall, are you satisfied with the information on this page? (Required)

Satisfied Mowteal Dissatishied

feed b a.C k . Help us improve this page: (Optional)
ex. SMS Messaging + ToolKit B eear et sy
3. Attachment4 in the Committee report provides an e e
outreach and communications framework to promote R e

this work and develop and issue additional materials such
as this ToolKit/Handbook




	Delivering information that keeps people housed
	 
This presentation is a walkthrough of the approach we took to improve the website and proposed next steps
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