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Demonstrating
the Impact of
Resident Services
Coordination

Leveraging Trusted
Relationships to Build
Financial Health —

POAH's POWER
Initiative

Preservation of Affordable Housing (POAH),

is a nonprofit affordable housing provider

that owns and operates more than 145
properties across 13 states and Washington,
DC. POAH launched their resident services
program, “Community Impact” in 2015,
focused primarily on housing stability — helping
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residents to maintain their housing through
eviction prevention, housekeeping support,
and referrals to emergency savings programs.
While housing stability continues to be core to
their model, their Community Impact work has
grown over the last decade, focusing on five
areas: Housing Stability, Health, Employment,
Youth and Education, and Financial Outcomes.

The foundation of POAH's service delivery
model is built around dedicated property-
based staff, known as resident services
coordinators (RSC). RSCs build trust and serve
as a bridge to (1) connect residents to benefits
and services, (2) build relationships and
partnerships with local service providers, (3)
create and coordinate on-site programming,
(4) serve as a coach in supporting residents to
achieve their goals, and (5) foster community
engagement and resident leadership.


https://www.poah.org/

POAH's Trauma-Informed Housing initiative
underpins their resident engagement model across
the entire organization. This ongoing initiative has
fundamentally reimagined POAH's relationship
with its residents in property management, resident
services and other corporate divisions and shifted
from a compliance-focus to a resident-centered
focus across all functions of the organization. POAH
has toolkits and training available for other housing
providers at traumainformedhousing.poah.org.

In addition to their core resident services work,
POAH also leverages robust partnerships with
mission-aligned organizations at the property,
regional, and corporate levels to build significant
initiatives including the POAH Vote Campaign
and POWER (see feature below).

Like many resident services providers, POAH
leverages annual resident surveys and property
compliance data to better understand and track
resident priorities and outcomes. In 2025, the
Community Impact team at POAH set out to
better understand not just the impact of services
for those participating in the programming, but
to try to differentiate the impact between
residents engaging with resident services and
those who did not.

1 In 2022 and 2023, food insecurity increased nationally, coinciding
with expiring federally funded aid and private responses to the
COVID-19 pandemic and rising inflation. The Urban Institute
reports that in 2023, more than 1 in 4 adults (27%) reported food
insecurity, which was up from 24.9% in 2022 (and which exceeds
pandemic levels of food insecurity). Amongst low-income
households, this number increased to 52.2%

POAH looked at data collected through
resident surveys both pre-COVID
(2015-2019) and post-COVID (2020-
2023) to see the change over time for
all residents compared to program
participants. POAH saw resident
services having a significant impact in
several areas:

» Housing Stability: Properties with
resident services saw a 4% increase in
on-time rent payments and 26% fewer
evictions.

» Employment: Across their portfolio,
POAH saw a 6% decrease in resident
unemployment, while program
participants saw a 19% decrease in
unemployment.

» Food Insecurity: While 9.8% of
residents reported increased food
insecurity across this time period’,
program participants experienced a less
dramatic change — with only a 6.4%
increase in food insecurity.

» Income: While average income among
all POAH residents increased 18%
($1,698), program participants saw a
24% (average of $2,020) increase.

This data demonstrates the powerful
impact that service-enriched housing can
have both for individual and property
stability and wellbeing.


https://traumainformedhousing.poah.org/
https://traumainformedhousing.poah.org
https://www.poah.org/news/how-rental-housing-can-support-meaningful-civic-engagement
https://www.poah.org/power-program

Spotlight on Financial Health and

Asset Building

Housing stability and financial stability are inextricably linked: stable
affordable housing gives residents the capacity and bandwidth to build
their savings and work toward financial goals, while financial stability
helps residents maintain their housing. Most workers with low incomes
— even those in affordable housing — live paycheck to paycheck,

lacking the emergency savings and resources to cover modest, typical
fluctuations in family expenses like a medical or utility bill.

According to the Federal Reserve’s 2025 Report on the Economic Well-
Being of U.S. Households, 37% of Americans indicated that they do not
have enough money saved to cover a $400 emergency expense. There is
a growing recognition that most emergency expenses that households
experience are often much higher?. Many Americans are one accident,

job loss, or illness away from financial ruin.

POAH’s POWER Initiative

Financial health has always been a primary focus for POAH's Community Impact team. The data
highlighted above shows how POAH's resident services coordination and programming has
supported residents to move beyond stability to increase employment and income. POAH's POWER
Initiative incorporates proven strategies for improving financial health that go beyond group
classes and education — namely providing individualized coaching and supporting increases in
credit scores through rent reporting to support residents in achieving their financial goals.

Family Self Sufficiency Program (FSS)

In 2016, POAH became the first private

owner to operate the Family Self Sufficiency
(FSS) program, which provides individualized
coaching and enables residents in certain
federally assisted housing properties to save

a portion of their rent when their income
increases. In partnership with several mission-
driven financial services organizations, POAH's
FSS program has enrolled over 1000 residents
to build savings. Check out their 2025 Report.

2 A 2019 JP Morgan Chase Institute Report on income
volatility analyzed six million anonymous checking
accounts and found that emergency savings equal to six
weeks of income would be ideal, but even three weeks
of income in emergency savings would significantly help
address short-term financial emergencies.

FSS Program:

» 98% of FSS graduates have escrow savings
with an average escrow of $10,000/
household at graduation

» Participants have seen a 110% increase in
earnings from time of enrollment, with the
average increase of a participant’s earnings
of $14,900

» Participants have experienced a 28%
reduction in unemployment

Financial Coaching Impacts (for residents
who are not eligible for FSS Program)
before considering the impact of POWER:

» 25 % of residents have improved credit,
average increase of 58 points

» 11% have reduced consumer debt, median
reduction is $8,500


https://www.federalreserve.gov/publications/2025-economic-well-being-of-us-households-in-2024-executive-summary.htm
https://www.federalreserve.gov/publications/2025-economic-well-being-of-us-households-in-2024-executive-summary.htm
https://www.poah.org/power-program
https://www.poah.org/power-program
https://www.poah.org/sites/default/files/FSS%20Report%202025_2.pdf

Individualized Financial Coaching

Recognizing that many residents in their properties did not qualify for FSS coaching and
programmatic supports, in partnership with Trust Plus and as part of POWER, POAH launched
a portfolio-wide technology-enabled coaching program. Residents have access to professional,
personalized financial coaching to help them identify goals, create budgets, pay off debt, raise
their credit scores, and work towards increasing savings and assets.

POWER

Providing Opportunities for Wellbeing and Equity for Renters

Between FSS and this initiative, POAH is
making individualized financial coaching
available to every resident, making a service
valued by middle- and upper-income people
available to affordable housing residents. In
addition, POAH is making this service available
to all its employees, with a focus on rolling

it out to the frontline RSCs and property
management staff. This will enable those
staff to serve as credible ambassadors for the
POWER program with residents and may also
help with staff retention and development.

» Rent Reporting for Credit Building: POAH
provides the opportunity for residents to enroll
in on-time rent reporting to the three credit
bureaus, supporting residents to build their
credit through on-time rent payments each
month. This is in addition to the individual
coaching, which also focuses in part on
improving credit scores.
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» Resource Centers: In several markets, POAH
has created “resource centers” integrating
financial, employment, and income support
coaching and training. These centers provide
a deeper level of place-based services in a
community and typically leverage many local
partners’ expertise.

» Downpayment Assistance: Understanding
that some of their residents very much aspire
to be homeowners and build long term assets,
POAH recently launched a new downpayment
assistance fund that is supporting residents
who participate in their financial coaching
programs.

» LIHTC Asset Building Pilot: Building off
their experience with the programs above
and recent modeling around asset building
opportunities in LIHTC, POAH is launching a
pilot to enable residents in several of their
Low-Income Housing Tax Credit (LIHTC)
properties in Chicago to build assets.
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https://mytrustplus.org/

