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Which
Service-Enriched

Properties Have
the Best Health

Outcomes?
Mercy Housing Digs
into the Data to
Understand What
Drives Success

Mercy Housing has integrated services

into their affordable housing for decades,
leveraging significant resources and partners to
support on-site resident services models. Their
service delivery framework includes five impact
areas including: (1) Improved Health Outcomes,
(2) Promoting Housing Stability, (3) Expanding
Community Engagement, (4) Supporting Youth
Development, and (5) Strengthening Financial
Well-being.
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STEWARDS OF AFFORDABLE
HOUSING FOR THE FUTURE

CASE STUDY

With more than 220 service-enriched properties
across the country operating in more than 20
states, Mercy Housing's resident services vary
across their portfolio. However, the foundation
for Mercy Housing, like many other resident
services providers, is the investment in dedicated
resident services coordinators (RSCs) at most
properties. RSCs build and maintain trusted
relationships with the residents, connect residents
with much needed services and benefits, and
help to establish partnerships to bring additional
supports and services on-site. This essential
resident services coordination function is
enhanced with a variety of programs and services
that can vary across regions and properties.

In 2022, the national resident services team

at Mercy Housing identified “Health and
Wellness” as one of two primary focuses,
along with Housing Success, for their national
team - with a goal of implementing common
measurement frameworks to better understand


https://www.mercyhousing.org/

impact in these areas. Mercy Housing's
overarching goal is for residents to experience
improved health, and their number of health
and wellness programs is double that of

any other service. Additionally, food access « Residents have health insurance
initiatives account for nearly 50% of their health
and wellness programs. In this case study, we
focus on some early learnings from Mercy
Housing's analysis of their health and wellness

Mercy Housing Health Measures include:

» Increased Access to Healthcare

« Residents have a primary healthcare
physician

* Residents receive an annual physical

initiatives and the insights they gathered in a checkup
portfolio-wide assessment of properties that » Increased Food Security
showed "high health outcomes”. . Residents feel food secure

i » Residents have access to food
Measurmg Impact programs, including food banks, Meals
on Wheels, SNAP, nutrition education,

Mercy Housing has developed impact and cooking classes

frameworks for each of their program areas.

These linked frameworks map out models for » Improved Mental Health

their family and senior programs, specifically in « Residents feel like they are having more
the area of "Health and Wellness"" "good mental health days” in a month
Mercy Housing uses point-in-time survey tools * Residents feel less lonely in their
(administered every two years), leveraging self- communities

reported data from residents to understand
residents’ needs and priorities and self-
reported measures of health. This data helps
them understand the impact of their resident
services over time, and how the experience of
their residents compares to similar populations
outside Mercy Housing properties, using
external data to benchmark against.
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1 Mercy has developed similar frameworks for their other impact areas, including: “Community Engagement”; “Financial
Wellbeing”, “Out of School Time" (family properties only); and “Housing Success”.


https://coresonline.org/resources/sample-logic-model-family-program-multiple-propertiesportfolio-wide
https://coresonline.org/resources/sample-logic-model-senior-program-multiple-propertiesportfolio-wide

Demonstrating Impact
» Impact in FAMILY Properties - 2019 to 2023

« The percentage of residents with insurance
increased from 91.7% to 93.5%

* The percentage of residents with a primary
care physician/ usual place of care increased
significantly from 75.4% to 83.6%

» Impact in SENIOR Properties 2019 to 2023

» Mercy helped facilitate significantly increased
SNAP enrollment from 41% to 71%

« The percentage of seniors experiencing social
isolation reduced from 39.5% to 26.5%

« The percentage of seniors with a PCP/ usual place
of care remained constant through COVID from
94.1% to 95.4%

« The percentage of seniors reporting NO ER visits
increased from 66.3% to 71.1%

Assessing their Portfolio to
Identify Predictors of Health

In 2024, Mercy Housing analyzed health measure
responses from 114 out of 220 properties in their
portfolio (properties with 75% response rate or
greater) to identify trends and predictors of health
success. They grouped properties by occupancy
types (family/senior/supportive) and looked for
patterns, especially in ‘low health score’ and 'high
health score’ properties.
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Key Trends/Findings for Family
Properties with ‘high health’ scores

» Properties’ residents had lower
income disparities when compared to
households in the surrounding area

» Properties had residents with much
higher food security when compared
to similar properties within their
portfolio

» Properties had more non-food
related health programming offered
when compared to similar properties
within their portfolio

Key Trends/Findings for Senior
Properties with ‘high health’ scores

» Top scoring properties had robust
onsite resident services staffing (1 FTE
per 50 residents compared to 1:94)

» Properties’ residents had lower
income disparities when compared to
households in the surrounding area

» Properties’ residents had much
higher food security — particularly for
HUD 202 properties, residents in top
scoring properties were 2x as food
secure.




Mercy’s ‘health scores’ were comprised of:

« Residents Reporting Good or Excellent Health?
* Access to Healthcare?
 Food Security*

Mercy Housing also identified 119 variables that
included resident income, demographic and
compliance data, comparison data from external
SDOH databases, and locations of food deserts.
Mercy Housing ran linear regressions to look
for relationships between the resident health
outcomes data and these variables.

Mercy Housing followed up at the high-
performing properties to look more deeply at
their data, staffing models, and to interview
staff using scripted semi-structured interviews
to identify commonalities or drivers of success.
Several themes emerged:

» Staffing — the properties with the best health
outcomes consistently had strong on-site teams
(property management and residents services)
that worked collaboratively, were “customer-
focused”, and had longer tenure allowing them
to build and maintain sustained and trusted

relationships with each other and with residents.

At senior and supportive housing properties,
properties with better health outcomes had
more robust staffing.

» Quality Partnerships — while food access
programs were critical for increasing food
security, Mercy also noted that properties
with the best health outcomes also had high
quality and robust partnerships to support a
broader suite of programming. They believe
this is likely linked to the strength and tenure
of the onsite staff.

» Sense of Community - The third key theme
related to the sense of community that
was built. Residents experienced a stronger
connection to the property and with each
other, and Mercy also saw higher rates of
resident volunteerism at these properties.

What's Next for Mercy?

Mercy Housing is leveraging these

key insights to look for opportunities

to replicate and scale ‘what works'.
Mercy Housing is focused on staffing

— building and sustaining site teams to
create greater alignment in their goals
and better integration and collaboration
across property management and
resident services teams. It's clear that
both residents and properties are
healthier and more stable when property
management and resident services

staff are good partners and are well
supported by the organization.

2 High Score = Resident responded “"good” or better to the survey question, “In general, compared to other people of the
same age, would you say your health is..." (Poor, Fair, Good, Very Good, Excellent).

3 High Score = 97% or more residents reported having access to healthcare. This composite score aggregated responses to
three survey questions asking if the resident: (1) has healthcare insurance coverage, (2) has a PCP/usual place of care, and (3)

has had routine checkup within the last 12 months.

4 High Score = residents indicating no food insecurity. This composite score aggregated responses to two survey questions:
(1) "We were worried that our food would run out before we got money to buy more “and (2) “The food that we bought just
didn't’ last and we didn't’ have money to get more” (Often True, Sometimes, Never True)
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