
Community Housing Partners (CHP) is a 
nonprofit affordable housing provider that 
owns and operates more than 100 properties 
across multiple states. CHP integrates resident 
services and property management to prioritize 
housing stability, recognizing that mission, 
property and resident stability are linked. 
CHP has had a long-standing commitment 
to resident services coordination, but the 

COVID-19 pandemic created unprecedented 
resident instability, leading CHP to reimagine 
their resident services structure and its 
integration with property operations. 

In 2021, the resident services department 
created three teams: Senior Services, Family 
Services, and Housing Stability. The Housing 
Stability Team (HST) was a direct offshoot of 
CHP’s pre-existing focus on financial health 
and leveraged staff with experience in financial 
health services to lead the new HST. In 2024, as 
part of a broader Housing Stability initiative, 
SAHF published a case study, Fostering a 
Culture of Housing Stability: A Case Study of 
Evolving Staffing Models and Collaboration 
that highlights the organizational shifts that 
supported this new structure and integration. 

CHP’s HST brought resident services and 
property management staff together to 
prioritize resident stability and help residents 
access over $8M in rent relief funds during 
the pandemic. The HST became a “hub”, that 
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leverages information between Property Management, Resident Services, and Asset Management. 
In collaboration with the legal, property management and resident services teams, the HST could 
efficiently use CHP’s range of resources to tailor strategies to proactively meet the housing stability 
and financial health needs of individual families.

Throughout 2023-2024, CHP continued to develop and refine its housing stability work, launching 
several new pilot programs designed to (1) improve coordination and communication across site 
teams and departments within the organization and (2) increase residents’ understanding of their 
leases and strengthen communication and relationships with residents. 

“ROCCS” Meetings
In addition to weekly meetings between property 
management and resident services at the property 
level, CHP launched “ROCCS Meetings”, which bring 
together a cross-department team to prioritize 
properties that have been identified as ‘at risk’ or 
placed on a watchlist. While these meetings are 
run by asset management, they bring together 
property management and resident services for a 
‘back to basics’ approach that requires conversation 
and collaboration. ROCCS stands for: (1) Rent, (2) 
Occupancy, (3) Collections & Certifications, (4) 
Condition of Properties, and (5) Staffing.

Rent
 Rent collections
 Rent increases
 Accuracy of 
amounts and times

 Fair market rent 
rates

 Voucher holders

Occupancy
 Turn times
 Vacancies
 Plan of actions 
when 90%>

 Waitlist 
management 

Collections + 
Certification
 Non-payment of 
rent procedures

 Accounts 
receivables

 Subsidy payments 
certifications

Conditions
 Inspections
 Capital expenses
 Work orders and 
moisture control

 Preventing PHA 
abatement due to 
physical conditions

Staffing
 Staffing shortages 
& filling positions

 Staff retainment
 Service to residents 
& meeting 
residents needs

https://sahfnet.org/sites/default/files/documents/CHP-slides---ROCCS.pptx
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Operation New Move In (ONMI)
Operation New Move In (ONMI) focuses on proactive outreach and education to support greater 
stability and success. Recognizing that when residents are signing their lease and moving in, 
they are receiving an overload of information, CHP developed a new approach that provides 
information in ways that are more accessible, and also creates more touchpoints with residents 
over time.  This has enabled CHP to build more effective relationships with new residents. 

As a first step, CHP developed a physical welcome kit provided to residents on move-in, which 
includes information on CHP, rent payment options, resident services, and maintenance. The 
index card sized handouts are focused on the resident’s experience rather than on compliance 
reminders. CHP duplicates many of these same resources at www.chpwelcomehome.org  for 
residents who prefer online communication.

The ongoing outreach and engagement includes a minimum of four touch points and covers six 
core topics, which are essential for residents to be successful in their leases. 

ONMI - Touch Points
1.	  Initial Meeting 

15-20 days post move in
2.	 General Check In + Solar 

Savings 
30 days after initial meeting

3.	 General Check In 
4 months post move in

4.	 General Check In + 
Recertification Education 
8 months post move in 

   ONMI - Topic Highlights
1.	 Rent: Discuss rent amount 

and due dates. Promote Rent 
Café sign ups

2.	 Housekeeping and 
Inspections: Explain 
inspection calendar, resident 
responsibilities and reinforce 
inspections are mandatory

3.	 Maintenance: Explain 
when and how to submit 
maintenance tickets

4.	 Recertifications: Specific to 
the 4th touch point. What 
is a recert and resident 
responsibilities

5.	 Solar Savings: Specific to 
properties that have Dominion 
Energy; specific to the 2nd 
touch point

6.	 Property Specific Topics: 
Trash disposal and pick up 
days, parking, pool passes 
and/or any information that is 
specific to the property

    ONMI- Resources
1.	 Resident Services: On site 

RS information and/pr HST 
contact information

2.	 Youth OR Senior Resources: 
Daycare Centers, YMCA, 
Preschool programs, parent 
help centers, Planned 
Parenthood, Local community 
centers, day programs, senior 
specific local events/activities

3.	 Education: Local schools, 
technical centers, tutoring, 
GED centers

4.	 Employment: Workforce 
centers, temp services

5.	 Health Care: Hospitals, urgent 
care centers, clinics, NA/AA 
services, counseling services

6.	 General Resources: Food 
banks/pantries, rent relief, CHP 
Bridges program, outreach 
centers, local transportation 
services

7.	 Housekeeping: HST will 
provide a housekeeping 
packet to residents with tips, 
tricks and how-to’s 

https://sahfnet.org/sites/default/files/documents/chp-welcome-kit.pdf
http://www.chpwelcomehome.org


IMPACTS
These initiatives have paid off with a significant impact on resident stability across CHP’s portfolio. In 
2025, CHP’s HST served 1,075 individual residents (over 1,500 cases) by: 

Unlocking  

$60,906.54  
in Cost Savings  
(rental assistance)

HST has helped access  
more than  
$9M in rental 
assistance since 2020

When looking specifically at the impacts of the ONMI 
pilot in 2024 (111 residents), CHP saw clear successes: 

73%  
enrolled in 
their Solar 
Savings 
program1 

8%  
enrolled in 
automatic  
rent  
payments

95% have 
on time rent 
payments 

In mid-2025 CHP expanded the ONMI program beyond a 
pilot to most of their portfolio, they continue to see success, 
enrolling more than 350 residents to date and still growing:

 ONMI participants are 31% less likely to have a rental 
balance than non-participants, and for those with a 
balance, on average their balance is 14% lower compared 
to non-participants.

 ONMI residents are recertifying sooner/on time 
compared to non-participants.

 ONMI participants have an average 6.4% fewer negative 
move-out reasons, compared to residents not participating 
in the program; and lease violations are lower as well.

The HST’s work has evolved 
from an initial pilot into scaled 
implementation. CHP continues 
to leverage the new infrastructure 
and staffing model to iterate and 
adapt to the needs of its residents 
and portfolio. As external rent relief 
resources have dried up over time, 
the HST team is focused on proactive 
resident engagement and education 
to support successful tenancies, 
including: increasing recertification 
rates and on time rental payments, 
leveraging opportunities to reduce 
energy costs, and connecting 
residents with other services that 
increase their stability.

1 	The Solar Savings Program is a partnership between CHP and Dimension Energy to offer energy savings to residents within 
the Dominion footprint (which is not available at all CHP properties). Through this program, residents save an average of 
$150 annually.

Focusing on core needs: 

 427  Recertifications 

407  (combined) Rental 
Assistance, repayment 
agreements and referrals

158  Ledger Audits and 
assistance 

84    Housekeeping

https://www.communityhousingpartners.org/resident-resources/solar-savings/
https://www.communityhousingpartners.org/resident-resources/solar-savings/
https://www.communityhousingpartners.org/resident-resources/solar-savings/

