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Stewards of Affordable Housing for the Future
(SAHF) is a collaborative of 12 exemplary multi-state
nonprofits who provide high quality, affordable rental
homes for more than 145,000 households across the
U.S. SAHF members are among the national leaders
in service-enriched housing for families, seniors and
disabled individuals, providing a range of community
supports and opportunities for residents to pursue
their goals and live a life of dignity.

In 2012, SAHF launched the Resident Services
Outcomes Initiative to make service-enriched housing
more effective and to accelerate the policies and
practices that would bring about fundamental systems
change and attract more resources for service-
enriched homes. As part of this work, SAHF members
collaborated to develop a Framework and Guidelines for
a System of Resident Services Coordination, which lays
out a common approach and structure to systemically
implementing resident services in an affordable
housing property, from funding and partnerships to
research and evaluation. SAHF members also created
the Resident Outcomes Initiative Measures, which lay
out a collective approach to measuring outcomes in an
affordable housing setting.

We are seeing the beginnings of a culture shift and
an increasing appreciation for the impact of a stable
home enriched with services by policymakers,
practitioners and investors. However, there is great
interest in understanding which services may offer
the greatest impact. This “Program Classification
Framework” is a continuation of this collaborative
work and a first step towards a common language for
dimensioning not just the presence of services and

resident outcomes, but the type of services provided.

Using information from ten large nonprofit housing

providers about their classification and tracking

of services, as well as feedback from two national
networks, we have identified consistent categories
and descriptions of programs and services to inform
this Framework.

SAHF members and other affordable housing
owners provide and connect residents to a wide
variety of programs and services at their properties,
from community gardening to eviction prevention
and financial coaching. Qualitative, descriptive
information about these programs is important,
but housing organizations with larger portfolios
must also be able to collect information that can be
aggregated across properties, enabling properties
to be grouped and compared against each other.
This can help organizations identify trends and
connect positive outcomes to certain programs

or interventions. This information may also be
important to third-party entities that fund resident
services or are interested in better understanding the
service-enriched housing landscape.

While SAHF members track their program
provision in a variety of different ways and using
different technology systems, we think there are
three key elements across systems:

Category: The type/category of program
or service being provided.

Dosage: The frequency of the program.

Provider: Who is delivering or running the
program.


https://sahfnet.org/sites/default/files/uploads/resources/update3.pdf
https://sahfnet.org/sites/default/files/uploads/resources/update3.pdf
https://sahfnet.org/resources/sahf-outcomes-initiative-overview

Category or Type

Any tracking system begins with identifying the
category or type of program being provided.!
The accompanying table provides a list of seven
recommended “Program Areas” that delineate
the broad goals of most programs offered by an
affordable housing organization:

« Financial Stability

e Health & Wellness

« Housing Stability

« Agency, Voice and Community

*  Youth Development & Education
« Internet Connectivity

« Individual Support

The language for each of these areas points toward
the long-term resident goals and impacts of the
programs provided, rather than just the process or
activity. Within each of these program areas, there are
a dozen or so specific programs or services listed, with
definitions and examples for each. These program
options are as inclusive as possible of all the various
iterations of programming, while also recognizing that
too many categories prevent regional or corporate
level staff from grouping properties and can be
burdensome for property staff entering information
into a data system/database. If there are too many
categories, the service coordinator may not have the
time to read the entire list and will instead choose the
first one that appears similar, or "Other.”

While organizations can tailor this list to their own
goals and objectives, this provides a starting point for
organizations working to expand or better categorize
their programming. The provision of resident-
centered services requires analysis and consideration
of community resources, resident opportunities, and
resident priorities; thus, the inclusion of a program

or service on this list does not necessarily indicate
that it is impactful or aligned with the priorities of the
community it is serving.

Dosage

Another key element of tracking programs involves
the frequency with which the program occurs or
dosage level. For example, a weekly tutoring program
may have a stronger impact on educational outcomes
than an annual school fair. The ways in which

SAHF members track this largely depends on the
complexities of their data system and their strategies
on tracking and quality assurance. Some SAHF
members track the specific dates when a program
occurs and/or when a service coordinator interacts
with a resident in a data system (known sometimes
as "contacts”), and thus can evaluate "dosage” in any
number of ways. For example, these organizations
can differentiate between residents who have

met with a coordinator at least once in the past six
months or year, and those who have not. For those
organizations that do not track the dates of specific
program occurrences, tracking dosage in broader
categories is important.

An intuitive way for coordinators to describe
dosage is to use the following categories:

o  Weekly: programs that occur once a week or
more frequently

e Monthly: programs that occur approximately
once a month

o Bimonthly/Quarterly: programs that occur
4-6 times per year, approximately

o Occasional/Annual: programs that occur
once a year or occasionally

While organizations may decide different categories
are preferable, it is important to differentiate between
regularly occurring, high-intensity programs and more
sporadic or annual programs when evaluating the
impact of programs and services.

1 While the terms “programs” and “services” are used together and interchangeably in this memo, “programs” more
often refer to activities in which multiple residents participate at once, while “services” more often refers to assistance,
interventions, or referrals provided to specific individuals or families, based on their unique needs and goals. This
framework is better suited to tracking programs, but often services are provided on such a regular basis to residents

that they can be tracked with this framework as well.



Provider

Lastly, housing organizations should be able to track
who is providing or delivering the program or service.
While there are complexities to this issue, this can
broadly be grouped into two categories, with some
subcategories:

o Community Partner
» Resident Service Coordinator
(Direct or Third-Party)

COMMUNITY PARTNER

Property staff (Service Coordinators, Property
Managers, and others) often rely on third-party
organizations, vendors, or individuals in the
surrounding community to provide their expertise

in certain programmatic areas and will partner or
contract with these organizations to serve their
residents. These external, community partners
typically come to the property to provide a program,
such as leading a yoga class in the property’s exercise
room. Examples include exercise classes provided by
the local YMCA, health clinics run by local hospitals,
mentoring programs with Big Brothers Big Sisters,
VITA tax preparation services, and others. These
partners can be large organizations or individuals
with expertise. They are often not-for-profit or
mission-oriented organizations, but do not have to
be. While most partners are based in the surrounding
community, this also includes national or regional
organizations with local offices or staff, or national or
regional organizations with rotating or visiting staff.

If a community partner is utilized, housing
organizations should vet partners for quality,
feasibility (including cost, location, timeline), cultural
competency, and mission alignment. A partner’s
commitment to racial equity or other equity
considerations could be considered as part of this
mission alignment. When possible, organizations may
be able to reduce management and administrative
costs by assessing whether a multi-property
partnership for delivery of services is feasible or
appropriate. Partnership or vendor agreements, such
as MOU'’s, should be created and shared between the
housing organization and the partner. Agreements
should outline the scope of work and joint goals for the
partnership, including key roles and responsibilities,
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cost of services, data sharing, and the objectives and
indicators for success. More information about this
can be found in the CORES Resource Library.

RESIDENT SERVICE COORDINATOR

Housing providers call their resident service
coordinators by different names: including, but

not limited to, Community Impact Coordinators
(CIC's), Community Life Specialists, and Resident
Service Coordinators (RSC's). Regardless of their
title, this staff personis not a property manager and
has a distinct scope of work and hours dedicated

to community life, community impact, resident
services, resident health and well-being, etc. Unlike a
community partner, this person is hired by, contracted
with, or otherwise has a formal relationship with

the property to connect residents with a variety of
programs and services. There are a few dimensions
within this category that organizations should track:

Direct versus Third-Party

Some affordable housing organizations have the
resources to hire, manage and pay for a service
coordinator at some or all of their properties
("direct”). If the property has a dedicated service
coordinator, they will be coordinating or monitoring

all of the programs and services offered to residents.
In hiring and managing this position, the housing
organization should consider what skills or experience
the coordinator should have, what training should be
provided, and if there are any curriculums or materials
that can be provided to the coordinator. Conversely,
some housing providers will utilize a third-party entity
to hire and/or manage a resident service coordinator


https://coresonline.org/resources

(“third-party”). There are various scenarios this can
entail, such as service coordinators who are funded
and hired by the housing organization but managed by
the third-party provider. Generally, this arrangement
is used when a third-party organization can provide
expertise or experience where a housing organization
cannot, such as deep expertise in youth and education
work for a property with many school-age children,

or experience with neighborhood issues for a housing
organization that has recently acquired a property in
anew city. However, this situation is distinct froma
community partner because working at the property
should be the service coordinator’s primary job (or at
least entail the equivalent of a part-time position),

and they should be running/coordinating multiple
programs or services for the property.

Number FTE's worked

The housing provider should track the number of
hours each coordinator works at each property each
week, differentiating between full-time staff, part-
time staff, and staff who split their time between
multiple properties. FTE's stands for full-time
equivalents and is the ratio of hours worked out of a
typical 40-hour work-week (e.g. 0.5 FTE's indicates 20
hours worked per week).

OTHER IMPORTANT CONSIDERATIONS
FOR TRACKING

Virtual, Hybrid & In-person Program Delivery

The COVID-19 pandemic accelerated the trend of
being able to provide more programs and services via
online platforms, webinars and teleconferencing. This
categorization of in-person vs. virtual/remote program
delivery is not included in this framework becauseitis
still a nascent concept for the SAHF members and the
broader field, and there is a not a systematic approach
to identifying or differentiating between in-person and
virtual programs. Even for online or internet-based
programs, such as virtual tutorials or telemedicine,
there is often someone available to assist with
accessing the program and technical issues if the
program is hosted in a community room or community
computer lab, which may be the resident service
coordinator or a community partner.

Some housing providers are providing more remote
services to residents, which enables fewer staff
members to provide services to multiple properties
(and allows for potentially more content specialization
among staff). Ideally, organizations should track how
many hours each coordinator provides remote vs.
in-person for each property (e.g. 8 hours in-person

at three separate properties each week + 16 hours
remote services across the three properties = 40
hours worked per week).

We have not seen a standardized approach to
categorizing virtual or in-person programs within
operators or across the field; however, as the field
continues to evolve and explore this practice, we
believe it is important for operators to track and
understand the number of programs that are being
offered virtually and details of those offerings (for
example, whether trainings are recorded and self-
guided or live and interactive).

Tracking & Classifying Referrals

Additionally, a large part of any service coordinator’s
job is to make referrals to external service providers.
This framework is not intended to capture one-off,
isolated referrals, but if the service coordinator is
making consistent referrals to the same provider for
large numbers of residents, we recommend tracking
this and classifying types of referrals (and the
organizations where residents are being referred) to
capture this ongoing support and need within

the community.



Using this Framework

This framework is intended to be a resource for service-enriched
housing providers seeking to expand or improve how they track the
delivery of resident-centered programs. It may also be helpful for
third-party entities that fund resident services or are interested in
better understanding the service-enriched housing landscape. Through
collecting more data on the specific programs offered to residents,
housing providers can more effectively assess the impact of specific
programs or services and scale the most impactful programs across
their portfolios.

This framework is one component of a systems approach to resident
services, grounded in the resources, needs and opportunities of
residents and communities, and integrated with or complimentary to
other tracking conducted by housing providers, such as the tracking of
resident participation/engagement with programs and short-term or
long-term resident outcomes. SAHF's Toolkit for Resident-Centered
Outcomes Measurement is a useful resource for organizations seeking
to improve theirimpact and outcomes measurement work broadly.
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Below are SAHF's recommended program impact areas and categories. Housing providers are welcome to use thislistas a
starting point and adapt for their own unique goals and priorities.

SAHF Program Classification Framework
Recommended Program Categories

PROGRAM
IMPACT AREA OR SERVICE DEFINITION & EXAMPLES
. Advocacy & Training for residents on advocacy and/or leadership skills, such as how to
Agency, Voice & Leadership advocate for themselves and their community to institutions and positions
Community Training of power; as well as decision-making, communication, planning and leading

community-wide change

Programs/services that
support community
building, reducing
isolation, neighborhood
advocacy, strengthening

Community One-time events for community building or ongoing meetings for residents

Meetings/Events | about property-related issues (topics could include discussing building
policies, providing updates on new projects or staff changes, addressing
resident concerns, etc.

. . Community Providing assistance to residents to cultivate a communally-run garden,

resident agency & voice, . . . s - .
, Gardening typically by identifying space at the property and providing logistical support

and generally helping . . . I .

. and resources (could alternatively involve identifying space for residents
residents at the property .

to use at a nearby community garden). Generally serves dual-purpose of

get to know one another.

fostering community engagement and promoting healthy eating.

Community
Safety

Arts & Culture

Volunteer/
Donation
Programs

Field Trips

Games & Social
Clubs

Community
Meals

Resident
Ambassadors

Tenant
Association/
Council

Support Groups

Voter Education
& Registration

Other

Initiatives focused on personal and community safety, such as Neighborhood
Watch, National Night Out, community policing meetings, fire safety/
prevention, gang prevention/intervention, walking school buses, etc.

Programs or events that provide art, music, or cultural opportunities, such
as music performances, art classes, art shows, drama productions, book
readings, lectures, etc.

Opportunities for residents to help other residents, the broader community
or the environment, such as clothing drives, school supply drives, park clean-
up days, blood drives, etc.

Coordination of transportation to an off-site venue for groups of residents,
particularly residents with mobility issues, such as trips to the mall, grocery
store, or local fairs (more common in senior properties)

Opportunities for residents to play games and socialize, such as community
swaps, movie nights, bingo, quilting clubs, holiday craft making, poker
tournaments, book clubs, etc.

Community-wide dinners or other meals that provide space for neighbors to
connect and/or share their food traditions

Resident volunteers help build community by providing peer-to-peer
support and education about community-wide events or updates

Assisting with the creation or continuation of resident/tenant associations
or councils

Coordination of support groups for certain residents, such as groups for new
mothers, veterans groups, survivors of disease/cancer, victims of abuse,
bereavement groups, etc.

Non-partisan civic engagement and education, such as election information,
Voter Registration Drives, meet and greets with local representatives, etc.

Other agency & community programs



IMPACT AREA

Financial
Stability

Programs that support
the economic mobility
and financial stability of
residents, including adult
educational programs
that lead to career
advancement or wealth
building

PROGRAM
OR SERVICE

Adult Literacy/
ESL Classes

Benefit
Screening &
Acquisition

Financial Skills
Classes

Credit Building
Education

Job Search &
Advancement

Family Self-
Sufficiency (FSS)
Program

Financial
Coaching

Financial
Counseling

Rent Reporting
for Credit
Building

Tax Preparation/
EITC Education

Workforce
Training

Other

DEFINITION & EXAMPLES

Classes or 1-on-1 tutoring to help adults (English-speakers or non-English-
speakers) improve their English literacy, including writing and reading
(generally 3rd-party provided)

Connecting residents to and educating residents about public benefits that
help their financial stability, such as TANF, Social Security Income (SSl,),
Social Security Disability Income (SSDI), unemployment benefits, etc. It also
includes work with other agencies to arrange for representative payees for
residents.

Classes/education on how residents can maintain a financial budget, scam
awareness, financial products available (such as 401K'’s or 529 education
accounts) and/or other elements of financial literacy

Classes, education or coaching on how residents can build credit or improve
their credit scores.

Providing support to residents searching for employment, such as resume

writing and interview skills, or assistance with job skills development or job

retention. This could include job fairs, Test of Adult Basic Education (TABE),
apprenticeships, internships, child care arrangements, job corps programs,
site orientation assistance, job skills inventory or testing, etc.

HUD program that helps residents in the Section 8 Project-Based Rental
Assistance program achieve financial stability through an escrow account,
made up of the difference of the family’s initial rent and the increased rent
that would be charged as the family’s earned income increases. FSS is
sometimes paired with owner-provided financial coaching.

Financial coaches meet with residents 1-on-1 to help them reach mutually-
agreed on financial goals, such as reducing debt. Coaches provide
encouragement and monitoring over a longer time horizon, in a process
largely driven by the resident. Coaching models value dialogue between the
coach and participant and assume that the participant is the driver of the
relationship.

Financial counselors meet with residents 1-on-1 and provide education on
financial topics, such as basic banking, budgeting, credit, savings, financial
products, and homeownership. Unlike coaching, counseling is often a short-
term intervention that provides recommendations to help residents deal
with a specific financial issue or crisis.

Owner-sponsored program through which residents can report on-time
rental payments to build/improve their credit.

Low-cost/no-cost tax preparation services provided on-site (e.g. VITA site);
education about filing for the EITC (Earned Income Tax Credit)

Education programs or classes (3rd-party provided) that equip residents
with the skills to find employment or advance in their careers, such as
computer classes, software coding, sales & marketing, beauty services

Other financial stability/employment programs



IMPACT AREA

Health &
Wellness

Programs that

promote physical

and mental health,
disease management,
connections with medical
practicioners, and general
wellness

PROGRAM
OR SERVICE

Behavioral &
Mental Health
Care

Food
Distribution/
Food Bank

Healthy Living

Health Benefits
Acquisition

Health
Champions/
Community
Health Worker
(CHW) Model

Health Provider
Access

Physical Fitness
& Exercise

Preventative &
Primary Health
Care

Senior Safety &
Independence

Substance Abuse
& Recovery

Transition
Planning

Other

DEFINITION & EXAMPLES

Health services that are delivered by third-party, trained health professionals
to prevent or treat behavioral/mental health problems. Includes substance
abuse and mental health assessments and counseling sessions conducted
by health professionals, as well as addiction and recovery services, art
therapy groups offered by certified art therapists, recovery groups offered by
a certified counselor.

Food boxes/groceries distributed to residents to reduce food insecurity;
assistance with maintaining an on-site food bank or food pantry

Workshops, classes and groups that provide support and information on
general health and disease prevention, including diet and nutrition, stress
management, diabetes prevention, meditation, health fairs, flu & cold
prevention, hygiene, domestic violence education and prevention, behavioral
health, and medication education.

Benefits Acquisition occurs when resident services staff directly assist
residents in accessing health or wellness entitlements such as Medicaid
or Medicare, state and local funded health subsidy supports such as food
stamps or WIC.

Programs that train residents and/or individuals without medical degrees to
help other residents learn more about health, bringing their life experiences
to conversations about health equity and well-being. They help create
supportive networks by engaging peers and community stakeholders to lead
health-promoting changes. This can also encompass community health
worker models.

Assisting residents in obtaining and accessing care; for example, assisting a
resident in making an appointment with their primary care physician (PCP),
or helping the resident make their scheduled appointment by coordinating
transit

Physical fitness or exercise classes or groups focusing on cardio, strength
training, balance, flexibility, etc. (for example, yoga, aerobics, tai chi, pilates,
walking clubs, zumba)

Health services that are delivered by third-party, trained health professionals
to prevent or treat physical health problems. Examples include health
screenings, such as vision screenings, dental exams, eye exams, hearing
tests; as well as flu shots, vaccinations, individual diabetes care, prenatal
care, high blood pressure checks, visiting nurse programs, physical therapy,
etc.

Classes or individual services to help seniors live safely in their homes
and promote “aging in place,” such as fall prevention classes, medication
management, isolation prevention, etc.

Classes or support groups that focus on recovering from substance abuse
(drugs, alcohol, etc.) or smoking cessation; also includes referrals to external
recovery or treatment programs

Planning for a resident's transition to or release from a hospital, assisted
living facility, or other insitution. This transition plan may include a
contingency plan in case the resident in incapacitated, primary family

and medical contacts, a “circle of support plan” and a “vial or file of life".
With consent from the resident, this may include consulting with hospital
discharge planner, updating case managers, or other care providers about
the resident'’s health status during the transition.

Other health & wellness programs



IMPACT AREA

Housing
Stability

Programs that help

tenants maintain their

housing or move to
permanent/stable
housing

Internet

Connectivity

Programs that promote
internet connectivity and

technology access

PROGRAM
OR SERVICE

AginginPlace

Conflict
Resolution

Eviction
Prevention

Recertification
Assistance

Home Purchase
Counseling

Housing
Search/Moving
Assistance

Lease Education

Pest Education
or Prevention

Rent & Utility
Assistance

Other

Computer Room

Digital Skills
Training

Broadband
Access Programs

Device
Donation/Loan
Programs

DEFINITION & EXAMPLES

Programs or services that help seniors live independently, in their own
homes as long as possible.

Assistance with resolving conflicts that could escalate into an eviction,
particularly conflicts between residents and property management (non-
housing conflict resolution services should be classified under "Individual
Supports”).

Eviction Prevention could involve coaching or education to provide
information or resources to residents to prevent eviction. Resident Services
staff often work with property management staff to plan and provide
services that help resolve a variety of issues, including nonpayment of rent,
behavior issues, housekeeping violations, pest-related concerns, or other
issues that negatively impact housing status.

Assistance with the recertification process, in collaboration with property
management, which could include gathering documentation and/or
addressing barriers to recertification.

Assistance to households who want to buy a home, such as mortgage and
interest rate education

Assistance to residents in gaining the skills or resources needed to
move to other housing settings. This might include locating or touring
other properties that better fit the resident’s needs, housing application
assistance, and other services

Lease Education includes reviewing lease obligations with residents to
minimize the risk of eviction due to violations. This education could include
reviews of house rules and education about apartment inspections (why and
how they occur)

Education or interventions to prevent in-unit pests, such as bed bugs, mice,
ants, etc., and reduce pest-related lease violations

Assistance with making arrangements for funds to prevent eviction, such as
emergency rental assistance, or assisting with a utility bill payment plan

Other housing stability programs

Maintaining a community room with internet-connected computers for
residents’ use (i.e. open computer hours)

Trainings to residents on basic digital skills/digital literacy, such as computer
applications, internet browsing, creating an e-mail account, avoiding online
scams/viruses, etc. Trainings using digital platforms to further education,
health, or community engagement goals - such as online GED programs -
should be not be included here.

Programs that assist residents with obtaining internet access or wifiin
their own units, such as connecting residents with ACP, providing mobile
hotspots, coordinating discounts or deals with local internet providers, or
other programs

Programs that distribute devices to residents (either permanently or
temporarily) to foster connectivity, such as Amazon Alexa donation
programs for seniors or laptop/tablet donation programs for families



IMPACT AREA

Youth
Development &
Education

Programs that support
the educational,
emotional, social or
physical development of
children or young adults,
including programs that
help parents support their
children

PROGRAM OR
SERVICE

College and
Career Support

Community
Service for Youth

Early Education
Assistance

GED Programs

Mentoring
Programs

Parent Education
& Support

Summer Camps

Teen
Employment

Youth
Educational
Support/
Tutoring

Youth Clubs &
Enrichment

Youth
Leadership
Development

Other

DEFINITION & EXAMPLES

Programs and services that help teens and young adults identify the right
college and post-secondary opportunities for them; assistance with
completing applications for colleges, scholarships, FAFSA; support with
staying enrolled in college; and opportunities to explore vocational/career
paths

Activities that engage youth with their community in a meaningful

way. Activities are intentional and foster responsibility toward others,
involvement beyond immediate family or peer group, constructive use of
time, safety, environmental awareness or civic responsibility.

Helping parents of young children (particularly ages 3-4) identify and enroll
in the early education programs that best fit their needs, such as Head Start,
PreK, or Preschools.

Programs that assist residents (typically young adults) with obtaining their
GED (or high school diploma equivalent); generally 3rd-party provided

Programs in which adults are paired with youth to provide emotional support,
role modeling, career guidance, or other non-academic support (excludes
tutoring programs)

Programs, support groups and meetings with parents to support their
children's development. Includes parent support groups, parent workshops,
school choice fairs, attendance interventions, “back to school nights”, parent
volunteering, and any intentional conversations with parents about their
children’s engagement in activities and growth. Excludes early education
enrollment/education.

Programs provided on-site during summer vacation during the workday and
include various enrichment, physical activity, and educational activities

Connecting teenagers with local employment opportunities

Programs, classes or activities that help youth advance in school or learn
new academic skills/topics. Includes tutoring (individually or in small groups),
homework centers that bolster effective study skills, STEM programs, ESL or
other literacy/reading programs, “study buddy” programs, etc.

All programs for youth that are not specifically educational, such as sports
leagues, yoga classes, swim lessons, social clubs, art classes, cooking
classes, chess club, etc.

Programs that engage youth in curriculum-based or experiential leadership
opportunities that teach the fundamentals of leadership, such as advocacy,
decision-making, organization, communication, self-management,
planning, leading change and interpersonal development; and offers youth
opportunities to practice their skills.

Other youth development and education programs

10



IMPACT AREA

Individual
Support

Providing support to
residents based on their
specific needs and/

or making referrals to
community/external
resources (includes case
management services)

A
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PROGRAM OR
SERVICE

Assessment

General Case
Management

Conflict & Crisis
Resolution

Family Support &

Reconciliation

Family-Centered

Coaching

Home
Management/
Housekeeping

Isolation
Intervention

Legal Assistance

Translation/
Interpretation

Transportation

Other

STEWARDS OF AFFORDABLE
HOUSING FOR THE FUTURE

DEFINITION & EXAMPLES

Any assessment of a resident, excluding ADL's/IADL's

A procedure to plan, secure, and monitor services from different

outside community providers of services on behalf of a resident.

Service Coordinators are not case managers, but they may provide case
management to those residents that require additional assistance with
service delivery beyond just information and referral. Activities can include
the development of a case management plan and linking/referring residents
with community-based services and/or supports.

Assistance in resolving conflicts between residents and/or intervening

in resident crises. This could involve mediating disputes and proposing
compromises between residents, or between residents and their families,

as well as supporting residents in distress to promote coping and providing
referrals to mental health providers, or obtaining assistance from a
community provider (e.g. conflict mediation provider, mobile crisis unit, Adult
Protective Services)

Any services intended to address family reconciliation issues or contact with
case managers by family members. For example, supporting residents with
custody issues or connecting with estranged family members.

Family-centered coaching is rooted in the idea that every person brings
strengths, and every person knows best what they need. The model uses
techniques from goal-setting, motivational interviewing, and strength-
based case-management to help coaches work with families to address the
needs of the whole family, when and how they need support. Motivational
interviewing for individuals can also be included here, as a similarly client-
driven, dialogue-based approach. Coaching that is solely for financial issues
should be classified as ‘Financial Coaching'’ in the Financial Stability area.

Referrals to services or supports to assist residents with keeping, managing,
and maintaining all aspects of their home, including money management,
keeping track of bills, cleaning, hoarding and clutter issues

Helping a resident to increase or improve their socialization through
identifying recreational or other activities in the community; Encouraging
residents to participate in property/community activities

Connecting residents to legal resources or legal aid clinics on issues such as
Fair Housing, Civil Rights, Citizenship and Immigration

Providing or coordinating translation services for non-English-language
speakers

Assisting a resident in procuring transportation services from a third party,
or when transportation assistance is given in the form of bus tokens, subway
passes, etc. This could also involve partnerships with companies such as
Uber, Lyft, or Zip Car to provide discounted rides to residents

Other individual support programs or services
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