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King County Housing Authority Delivers Multimedia Online Help
with MadCap Doc-To-Help

GOALS

» Streamline the process of developing and publishing online Help through content reuse.
» Enhance users’ experience by delivering online Help that makes it easier to navigate and find the information they need.

» Facilitate team collaboration and content management using Microsoft Word.

SOLUTIONS

» MadCap Doc-To-Help Microsoft Word-based multi-channel authoring tool.

BENEFITS

» EFFICIENCY
KCHA uses topics and tables of contents to facilitate content reuse and simplify the creation and delivery of a comprehensive online
Help system featuring a single portal that services multiple departments in the agency.

» ENHANCED USER EXPERIENCE
KCHA relies on screen shots and embedded diagram and timeline graphics to provide a modern, visually engaging web experience.

» COLLABORATION
Doc-To-Help’s support for Microsoft Word and Microsoft SharePoint fosters collaboration between the KCHA writers and the other
agency Subject Matter Experts, making it easier to create content and manage it long term.

» EASY NAVIGATION
Expand/Collapse sections, search functionality, and embedded links to other sites make it easier for users to find and access information
and only view what they want to see.




King County Housing Authority (KCHA), a nationally recognized
leader in quality affordable housing, provides rental housing and
rental assistance to more than 18,000 households in King County,
Washington. The organization owns and manages almost 3,500
units of subsidized housing for families, the elderly, and disabled
people. An additional 5,680 units of other rental housing are
financed through tax credits or tax-exempt bonds. KCHA's Section
8 voucher program also helps more than 11,000 households rent
affordable private-market housing.

Helping residents to find housing requires KCHA employees to
navigate a broad set of agency and government guidelines to
accurately complete their work. KCHA provides staff with a robust
set of documentation that simplifies the learning process for both
the Property Management and Section 8 voucher departments.
Today, this documentation is delivered as modern online Help
using the authoring and publishing capabilities of MadCap Doc-
To-Help.

MadCap Doc-To-Help serves as a content management system
(CMS) that enables the KCHA writing team to create, manage,
and repurpose content in a familiar Microsoft Word environment.
As a result, the organization now has a more efficient, agile
approach to developing and delivering this content as a user-
friendly online Help system that can be accessed from the
software driving its processes.
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Rethinking Documentation Delivery

For years, the Housing Authority employees completed their daily work on a mainframe-based
property management software system. At the same time, their content strategy was a standard
use of PDF documents covering policy, process, and procedural information for each department
in the agency. As the organization looked to modernize, they decided to make a move to a more
advanced, Windows-based property management software system and to modernize their
approach to delivering documentation to the agency. To successfully launch the new system, the
agency needed to create easily accessible, customizable, up-to-date documentation that would
enable employees to use the new software system and that the writing team could easily update in
real time.

KCHA also needed to share and maintain content between the different departments at the
Housing Authority. The old strategy of creating separate documents for each department
became increasingly difficult as the number and size of the paper documents grew. Instead, the
KCHA writing team wanted the ability to reuse content that was applicable to both the Property
Management and Section 8 departments, but still maintain some department-specific content.

“As a complex agency, taking on the challenge of an equally complex software system, we wanted
a documentation and training platform that would support our staff in making the transition. We
were looking for ways to make our operation more efficient and easily communicate to staff
changes in policy guidelines, agency processes, and each individual’s roles and responsibilities in
this new world.” explained Julie Badger, administrative program manager at KCHA. “Doc-to-Help
gave us the opportunity to ensure that we have the highest level of clarity and efficiency in our
operations.”

The need for a more efficient way to deliver content and ensure its consistency across
departments led to an evaluation of CMS solutions. The search quickly led KCHA to MadCap
Doc-To-Help, which checked off all of the organization’s requirements for reusing content, linking
documents, managing workflows, and being able to quickly update and publish changes.

£6 1 was blown away by how we were able to reinvent KCHA's
documentation using Doc-To-Help. The documentation we created
is more lean, organized, and robust than what I've seen in corporate
America.

JULIE BADGER
Administrative Program Manager | KCHA
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“MadCap Doc-To-Help was the perfect solution that had some technology around it but was and consistency,” Badger noted. “It has drastically reduced the time it takes for us to develop and
still simple enough that our end users could give feedback, meet in teams, and edit content deliver content, and we no longer have the burden of maintaining duplicate manuals.”

collectively,” Badger noted.
Additionally, KCHA takes advantage of the TOC functionality in Doc-To-Help to organize its topics

Smoo.l.h I\/\igI’OTion .I.O MOdCOp DOC_TO_Help in a way that brings a cleaner look and feel to the menus.

“We love that the TOC feature in Doc-To-Help gives us the flexibility to arrange our topics quickly
and share them with both the Property Management team in Property Management and with
Section 8 caseworkers, so that both teams can find the specific processes and procedures that
apply to their side of the agency in a cleanly organized table of contents,” Badger explained. “It
requires very minimal effort on our part.”

The migration to Doc-To-Help began in June 2015. Within five months, the KCHA Help website
went live, with content written and published for both the Property Management and Section 8
teams, and in time for the software go live.

Today, KCHA’s writing team uses MadCap Doc-To-Help to deliver the online Help website, which is
a single portal that is split into two sections: one for the Property Management department and the

other for the Section 8 voucher department. This Help website enables staff from both sides of the Effective Collaboration and Ma anemenT

agency to quickly complete their day-to-day work.
The KCHA writing team also takes advantage of MadCap Doc-To-Help’s support for Microsoft

“Doc-To-Help helped us to create a modern, easily accessible online Help system that’s made it so Word and Microsoft SharePoint to foster collaboration and manage content and workflow. Using
much easier for workers to find the information they need and to better understand how to do their MadCap Doc-To-Help, every writer has access to everyone else’s content and can quickly make
job following the correct policies and procedures,” explained Badger. “This is crucial because there changes in a central location.

are so many complex steps for each and every job function. And it’s really critical for people in the
main office and people out in the field to be able to do their job following standard processes and
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content while streamlining authoring efforts.

“Since both Property Management and Section 8 share some of the same content on the website,
being able to create and share topics in Doc-To-Help really enables us to maximize content reuse
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“The ability to write, manage content, and import existing documents, all created in Word, has
given us so much more flexibility to just focus on the content,” Badger said.

Functionality within MadCap Doc-To-Help also makes it easy for the KCHA writers to make
changes to a single, master document rather than trying to merge changes from multiple
documents. Changes to the master document are reflected in the help in the appropriate shared
locations. This helps us ensure that all content is up-to-date and includes edits from all teams.

“With Doc-To-Help, if we make a change to how a policy or process works, we're able to
immediately make that update in the documentation and publish it to the online Help,” explained
Badger. “This has been a huge time-saver since we no longer have to manually update multiple
paper-based documents to reflect the changes in the agency. It’'s especially helpful where sections
of the agencies within KCHA share similar content.”

Meanwhile, features such as support for a customized table of contents enable writers to easily
modify the TOC structure, and ensure the content is organized in a way that meets the needs of
each department in the agency.

“Using the customized TOC enables us to create content that is organized by policy and process
flows for each department. This helps gain better insight into how their work impacts the larger
organization,” Badger observed. “We're able to help agency workers better understand their roles
and responsibilities.”

Badger noted, “Overall, Doc-To-Help’s usability has allowed for a much more nimble content
creation and publishing process. For example, we developed content for four different processes
in Section 8 in three months, from writing and editing in small teams to getting approvals from
the executive team, publishing them, and then training staff. The volume of what we could create,
maintain, and use for training in such a short period of time is a minor miracle, thanks to Doc-To-
Help.”
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@ Getting Started with Tenmast
@ Accounting When a voucher holder moves within the KCHA jurisdiction the Move Process begins when:
@ Contracts . - = . : v -
;Properw Manegerient * The tenant notifies the landlord, in writing, at least 20 days in advance of their desired move date as required by law and then
i) provides KCHA with written proof of their notification to their landlord.
@ Applicants and Waiting Lists
i@ PM Certifications OR
i Work Orders . .
* The landlord issues the tenant a 20 day notice to vacate.
[ Household Address Setup (PM) Y
[ Processes for Assisting DV Clients Note: The Mutual Termination Agreement form (877) is available to use in this process, but is not required. If the landlord is
(PM) ) unwilling sign the Mutual Termination Agreement, or accept the notice to vacate, the tenant should send the landlord a notice to
= E‘;’:”ﬁ’f A;:gmr:udirmrons vacate via certified mail and provide us a copy of the letter along with a receipt that they sent the notice via certified mail.
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Management The roles and responsibilities for the Tenant-based Senior Housing Specialist include the following:
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i Interims Process (Tenmast| appiicable
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Example of Basic Graphics Integrated with Online Documentation Portal

L& The ability to write, manage content, and import existing documents, all
created in Word, has given us so much more flexibility to just focus on the
content.

JULIE BADGER
Administrative Program Manager | KCHA
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[3 KCHA Cnline Documentation Portal Movers: Tenant-based SHS Tasks

i Getting Started with Tenmast

@ Accounting As mentioned previously, the move process is separated into two different phases:

i@ Contracts

i@ Property Management
@ Applicants and Waiting Lists
@ PM Certifications ¢ New Housing (NH SHS) Mover Tasks —After receiving the RFTA, the New Housing specialist takes over the Mover File and manages
@ Work Orders the remaining tasks until the tenant is moved into their new unit. These tasks are covered elsewhere.
@ Household Address Setup (PM)
@ Processes for Assisting DV Clients (PM)

2 hitp://housingmanagement/HIISWConyProject/ Doc%20 To%20Help/KCHAR2058%20and% O = & |[ 2 Movers Process: Sections .. x‘ ‘ {0 v o3

¢ Tenant-based SHS Mover Tasks —The tenant-based SHS manages the mover file up to the point that the RFTA is returned by the
tenant or landlord.

The diagram below displays, in a timeline format, the tasks completed by the Tenant-Based Senior Housing Specialist.

/@ Reasonable Accommodations Note: While the standard move process is outlined in the diagram below, there are a number of circumstances which can complicate a
@ KCHA- Owned Condominium move; these are covered in the section titled FAQ: Movers (Tenant-Based Senior Housing Specialists).
Management
i@ Reasonable Accomodations v " Tals
B Ruports feritie Tenant-Based Senior Housing Specialist Mover Tasks
i Section 8
[ HCV Intake Process SHS Conducts Moving Meeting:
i@ Special Programs Intake Process = Meets with Tenant
@ Annuals Process *  Reviews Income, Expenses, HH Comp.

»  Adjusts Voucher Size, if Necessary

@ Movers Process »  Completes New Vioucher, RFTA, 413, and
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Example of Complex Graphics Integrated with Online Documentation Portal
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£e The volume of what we could create, maintain, and use for training in such
a short period of time is a minor miracle, thanks to Doc-To-Help.

JULIE BADGER
Administrative Program Manager | KCHA

Maximizing Ease of Use

In addition to improving the writing team’s effectiveness, KCHA relies on several features within
MadCap Doc-To-Help to make it easier for agency employees to access information. Among these
are drop-down text, search functionality, and support for content linking.

KCHA uses the expand and collapse feature in the topics. Collapsing a section that only applies to
a small team of people helps the rest of the staff see only the information that applies to them and
their work. This helps make large topics easier to read and less intimidating for the larger team.

“Being able to expand and collapse a section of content with MadCap Doc-To-Help has allowed us
to minimize the amount of content that appears on a page,” said Badger.

Badger added, “Not only does it make the content less cluttered so users can easily look at just
the information they want; it also helps us to control what people see when they open up the topic.
This is important given that there are certain steps that are only done by a portion of the agency
that we don’t want everyone at the individual properties to do. The expand and collapse feature
makes it easy to hide procedures that apply to a specific section of the agency.”

Similarly, the ability to embed and maintain links within the content with MadCap Doc-To-Help has
improved users’ access to information.

“Doc-To-Help makes it so easy for us to embed links that point to the different external agencies
people need to go to for different functions, such as looking at housing regulations or verifying
income,” Badger observed. “It really helps users understand how to complete the necessary
processes step-by-step. Within the content, we can also link them to every form required for a
given task or process. If the external link breaks, the Doc-to-Help build process warns us that the
external link is broken.”

Meanwhile, the writing team takes advantage of Doc-To-Help’s robust search functionality to make
it easier for users to navigate the online Help.

“The search bar feature in Doc-To-Help has been instrumental in cutting the time it takes users to

& nadcap CASE STUDY: KCHA

find the topic they want,” Badger said. “Now, they don’t have to waste the time or effort to manually
search through an entire table of contents.”

Visually Enhancing the User Experience

KCHA's ability to embed graphics and diagrams into the content with Doc-To-Help also helps to
enhance the user experience.

“Doc-To-Help makes it really easy to publish graphics and have them display properly in Microsoft
Word,” explained Badger. “There’s a seamless integration between Word and the graphics, which
is important since we make heavy use of them.”

Since moving from paper-based documentation to publishing online Help, KCHA has been able
to provide larger graphics and diagrams that are easier to read. Additionally, staff can now better
visualize end-to-end processes, and where their responsibilities begin and end in a given process.
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KCHA Online Documentation Portal ‘
e Ee
G KCHA Online Documentation Fortal KCHA Online Documentation Portal A
| @ KCHA Online Documentation Portal @ Expand All @ Collapse All
[ Getting Started with Tenmast 5 g
= Accounting KCHA Online Documentation Portal
= Contracts
i Property Management
FiAppI\car}ts and Waiting Lists Welcome to the Online Documentation Portal. Here you will find policy and process information for both Section 8 and Property
;‘:‘M ieglgcatlons Management. Also, you will find links to other relevant KCHA policies and procedures, internal forms, and external resources
@ Work Orders 2 .
= Household Address Setup (PM) (HUD, EIV, DSHS, etc.). Listed below are some quick ways to get started.
[# Processes for Assisting DV Clients (PM)
[# Reasonable Accommodations 2 2
& Kot A ramed Condom miam ©Section 8 Policies and Processes
Manzgenient = Click on one of the links below to find instructions and guidance for the Section 8 process you are working on:
@ Reasonable Accomodations
@ Reports/Scribe *  HCV Intake
@ Section 8 « Special Programs Intake
[@ HCV Intake Process . .
[ Special Programs Intake Process » * Annuals (Full Recertifications)
[ Annuals Process * Movers
[ Movers Process .
.
[ Interims Process ddsitg
[ Port-In and Port-QOut Processes + Portables
(@ End of Participation (EOP) Process
H hold add Set
@ HAP Adjustments * ousehe eSS Ren
[@ Household Address Setup (58) +  HAP Adjustments
@ Client Assistance Pragram « HCV Client Assistance Program
[@ Section 8 Inspections :
[@ Section 8 Basics ¢+ Inspections
m Section 8 FAQs + Section 8 FAQs
@ Tenant Accounts Receivable (TAR)
@ Setup
i setitiossany ©Property Management Policies and Processes
Click on one of the links below to find instructions and guidance for the Property Management process you are working on:
+ Applicants and Waiting Lists
+ Eligibility and New Admissions Certifications
+ Interim and Update Certifications v

Overview of Complex TOC in Documentation
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“Doc-To-Help has really enabled us to provide a richer and more visually engaging experience for
users,” Badger observed. “We now have a modern Help system that is much easier for employees
to navigate, provides more clarity, and also fuels their desire to actually use the content.”

Badger added, “Doc-To-Help has empowered us to be forward-thinking and much more efficient,
helping us to better serve staff, applicants, program participants, and tenants. We look forward to
exploring other ways we can use Doc-To-Help to further enhance our users’ experiences.”

£& Doc-To-Help has really enabled us to provide a richer and more visually
engaging experience for users. We now have a modern Help system that
is much easier for employees to navigate, provides more clarity, and also
fuels their desire to actually use the content.

JULIE BADGER
Administrative Program Manager | KCHA

For more case studies on ways smart companies are increasing
productivity, reducing costs, and streamlining content delivery, visit:

www.doctohelp.com/casestudies
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