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Applying Trauma-Informed Principles: An Example of Resident Communications

SAHF member and Housing Stability Cohort participant Preservation of Affordable Housing (POAH) developed a Trauma-
Informed Housing Toolkit to help guide its own work and inspire mission-driven owners to foster resilience and support
overall well-being though trauma-informed design, management, and programming.

POAH provided an example (below) of how it first analyzed mandatory notices to residents using trauma-informed
principles and then updated the notice to be more trauma-informed and resident centered- which is key to trust building

and housing stability.

ANALYSIS USING TRAUMA-INFORMED PRINCIPLES

POAH staff analyzed this mandatory notice sent to residents using trauma-informed
principles. The list provided here highlights the principles and how the language usedin
the notice could be amended.

1 Promote safety. 24-hours notice, even if minimum standard required
by law, is not sufficient for notifying residents of unit entry.

2 Use plain language by avoiding acronyms or defining, when needed.

3 Ideas should be clear and concise. Avoid confusion with simple
sentences that say exactly what they mean. For example, Who is the
inspector? What apartments have been chosen? Is the extension
within or beyond 10a-2pm?

4 Trauma-Informed language is emotionally accessible. “Whether or
not” can be perceived as threatening. CAPS, underlines and terms

5 like "ASAP" "always” and "never” could signal judgment or blame and
should be used sparingly.

6 Write with humility. For example, while they may be a hazard, Pots/
Pans/Lids with plastic handles are common in many homes. Consider
whether command statements are essential, or whether they can be
reframed.

7 Promote safety. For some, having photos taken feels unsafe. Explain
the purpose and use, and offer alternatives where possible.

MANDATORY NOTICE
January 12, 2022

REAC Inspection scheduled January 13, 2022 anytime from 10:00 am to 2:00 pm

Dear Resident,

A mandatory property and unit inspection has been scheduled. Apartments were
selected for the inspection. You do not have to be home, however if your apartment

is selected the inspector will enter whether you are home or not. The inspectors will be
accompanied by POAH Community management and/or maintenance staff. As we are
unaware of how long the inspection may take the inspector may extend the inspection to
January 13, 2022 anytime from 10:00 am to 2:00 pm as well. Please accept this letter as
your official notification.

You must report any maintenance issues or damage in your apartment to the office
ASAP. It is your responsibility to always report maintenance issues or damage to the
office as soon as you discover them.

Remember:

o Immediately report chirping smoke detectors.

o Immediately report water leaks in sinks (hot or cold) and running water in toilets.
o Emergency pull cords cannot be tied up.

o Nothing should be covering your circuit breaker box such as pictures or mirrors.

o Do not block access to any windows or doors. Remove any clutter or obstructions.
e Report broken or cracked switch plates and outlet covers.

e No Aluminum foil in or around the stove.

o No pots/pans/lids with any plastic handles as it is a fire hazard.

o Pictures of the units may be taken

Thank you in advance for your continued cooperation. Feel free to contact the
management office if you have any questions.

Sincerely,

Management


https://traumainformedhousing.poah.org/
https://traumainformedhousing.poah.org/

INCORPORATING TRAUMA-INFORMED PRINCIPLES

POAH staff updated the mandatory notice on page 1 to better reflect trauma informed
principles. See the updated notice here with an explanation below of how this notice
better reflects trauma-informed principles.

Notice should be sent at least two weeks in advance of anticipated
entry into resident's home.

Use plain language by avoiding acronyms or defining, when needed.

Promote safety through clear and concise language. State the
purpose and value. Be specific about what will happen, when, by
whom and any follow-up.

Use emotionally accessible language by avoiding judgment, blaming
or commands. Opt for positive over punitive framing.

Promote inclusion by empowering residents with adequate
information. Attachments should also be clear and concise and use
accessible language.

Promote safety. Acknowledge sensitivity and how you plan to
consider resident’s needs and concerns.
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MANDATORY NOTICE
Important Notice: Annual “REAC” Unit Inspection

January 13, 2023

Dear Valued Resident,

Your home is due for a special inspection by HUD called “REAC.” REAC stands for Real
Estate Assessment Center. The purpose of the inspection is to identify items in need of
repair and ensure your home is safe and in working order.

What to expect

o Your apartment’s inspection is planned for January 27, 2023 between 10:00 AM to
2:00PM.

e You are welcome, but not required, to be home at the time of the inspection.

o A member of our team will accompany the HUD inspector. They will knock on
your door before entering. If you do not answer after knocking, they will enter.

o The length of the inspection may vary based on your home’s needs.

o Ifany repairs are required, the team will create a work order and our maintenance
team will follow-up at a later time to address it.

How to prepare

In preparation for your unit’s annual inspection, please review the What to Expect When
We Are Inspecting brochure. A copy is enclosed, or you can scan the code at the bottom
of this letter to download.

Our maintenance team is trained to approach their work with sensitivity and
understanding. We respect your privacy, and your belongings will be treated with care
during the visit.

If you have any questions, concerns, or need assistance please contact your management
team at XXX-XXX-XXXX.

Thank you for your cooperation!

[Property Manager’s Name]

Property Manager, [Property Name]

SAHF's Housing Stability Cohort is a unique interdisciplinary working group of

property management, asset management, and resident services leaders.




