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CSH’s Mission 

The Corporation for Supportive Housing is a 
national nonprofit organization and Community 

Development Financial Institution that helps 
communities create permanent housing with 
services to prevent and end homelessness.

Where We Work 

National headquarters in New York City with other national 
staff in Arizona, California, Connecticut, Illinois, 
Minnesota, Ohio, Oregon, and the District of Columbia

Local “hub” offices in Rhode Island, Connecticut, New 
York, New Jersey, Ohio, Indiana, Michigan, Illinois, 
Minnesota, California, Texas, and the District of 
Columbia/Maryland

Targeted initiatives and consulting in other states and 
jurisdictions
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CSH Products and Services

Public policy reform and systems change 

Housing development and support service technical 
assistance to partnersp

Loans and grants to assist in the creation of 
supportive housing

Training and capacity building to strengthen the 
supportive housing industry

Supportive Housing 
Services:Services:

Types and Financing

People who:
Are chronically homeless
Face persistent obstacles to maintaining housing, 
such as mental health issues, substance use 
issues, other chronic medical issues, and other 
challenges

Who is Supportive Housing For?

challenges.
Cycle through institutional and emergency 
systems and are at risk of long-term 
homelessness
Are being discharged from institutions and 
systems of care such as jails and hospitals          
Without housing, cannot access and make 
effective use of treatment and supportive services 
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Services Make the Difference 

Flexible, voluntary*

Counseling

Health and mental health services

Alcohol and substance use services

Independent living skills

Community-building activities

Vocational counseling and job placement

Supportive Service Types 

Clinical
– Mental health treatment, primary care, chemical 

dependency treatment
Social
– Case management, family support services, job and 

education support, income (SSI, SSDI) support, peer 
mentoring

Residential
– 24 hour desk support (sometimes), resident meetings, 

recreational and other “quality of life” services

Service Levels

Low
– Regular case management (highest client to staff 

ratio), referrals to other services, some financial 
assistance

M diMedium
– Regular case management, referrals for clinical 

services OR some may be on site, but not all
High
– Regular case management connected to clinical 

services – ACT or ACT like model low client to staff 
ratio
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Service Cost Assumptions/Variations

The cost will vary according to whether it’s a 
single or scattered site project

Location (Urban, Suburban, Rural)

Household Size (family or individual) also 
changes the cost

Service level based on tenant population

In the end, sources will drive the budgeting

How much?

Individuals

Low
$ 000 $ 00

Families

Low
$ 000 $9 00$5,000 – $7,500

High
$11,000 – $15,000

$7,000 - $9,500

High
$12,500 - $17,000

Mainstream Services & Funding

More money available from mainstream than in 
targeted programs

More reliable for sustaining programs after time-
limited grants 

Make HUD funding available for housing

Link tenants and services to Systems of Care
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Financing Strategies

Billing for reimbursement under entitlement 
programs (e.g. Medicaid/OHP)

Direct federal grants from programs not targeted to 
homeless people or people with HIV/AIDShomeless people or people with HIV/AIDS

State or local government decisions to allocate block 
grant funds for services

Re-investing savings from reduced costs in other 
systems

Understanding Requirements of 
Potential Sources

Eligibility determination 
/ verification
Staff credentials and 
skills required

Financial and 
administrative systems 
for billing / cost 
reportingskills required

Service planning 
Record-keeping
Performance

p g
Frequency of 
application / grant-
writing costs
Cash flow

Service Sources

Medicaid/OHP
Mental Health, Substance Abuse Block Grant
PATH – Project in Assistance to Transition from 
Homelessness
FQHC’s – Health Care for the Homeless & 
Community Health Centers
McKinney – SHP
Criminal Justice Funds – State and Federal Re-
entry
Community Services Block Grant
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Service Sources

Veteran’s Administration
TANF
Ryan White, Title I and II
HOPWA 
TLP – Transitional Living Program
Department of Labor – WIA
Senior services

Most all of these pass through the state and then the 
County and/or community action agencies

Medicaid

Federal Financial Participation (FFP) matches “state” 
(non-federal fund) contributions (approx 50/50)

Federal rules and waivers administered by HealthFederal rules and waivers administered by Health 
Care Financing Agency (HCFA)

State Medicaid Plan : contract between state and 
federal government

Basic health services + State Options

Medicaid Eligibility - Consumers

Generally tied to eligibility for SSI or TANF

Low income parents and children are often 
eligible even if not receiving welfare benefits –
but often they do not apply

States can extend eligibility for people who 
qualify for SSI (based on disability level) but have 
earnings from work (OR has) 
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Medicaid eligibility issues

Very low income adults without children are 
usually not covered unless eligible for SSI based 
on disability level

Adults with disabilities attributable to substance 
abuse included in OHP, but services limited

One Example for Block Grants –
MH and SA  

Formula Funding Fiscal Year 
2009/2010 

Substance Abuse Prevention and Treatment Block Grant: $16,861,926 
Community Mental Health Services Block Grant: $4,768,537 
Projects for Assistance in Transition from Homelessness 
(PATH): $545,000 

Protection and Advocacy Formula Grant: $424,900 
National All Schedules Prescription Electronic Reporting 
(NASPER): $0 

   
Subtotal of Formula Funding: $22,600,363 
   

Discretionary Funding Fiscal Year 
2009/2010 

Mental Health: $6,119,126 
Substance Abuse Prevention: $5,325,434 
Substance Abuse Treatment: $3,546,287 
   
Subtotal of Discretionary Funding: $14,990,847 
   
Total Mental Health Funds: $11,857,563 
Total Substance Abuse Funds: $25,733,647 
    
Total Funds: $37,591,210 

Developing 
Partnerships withPartnerships with 
Service Providers
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Deciding on the partners

Factors to Consider:
Capacity

Mission

Resources

Other Compatibility ?

Deciding on Partners

How?
Visit each other’s sites and offices

Arrange a series of meetings to further explore compatibility

Write down agreed upon concrete project goals which 
balance the interests of the parties

Work on preliminary project tasks together

Fill out a “Coordination Assessment” form – available here:
http://documents.csh.org/documents/pubs/CoordinationAssessmentToolFINAL.pdf

Tools

MOU’s

Agreed upon guiding principles

Careful selection, training, support and supervision of property 
management staffmanagement staff 

Careful selection, training, support and supervision of services 
staff 

Written job descriptions clearly delineating roles and 
emphasizing collaborative problem-solving with other staff. 

Established way of communicating roles, responsibilities and 
procedures to tenants. 
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More Tools

Regularly-scheduled required meetings between 
owner/sponsor, tenant council, social service 
provider and property manager. 

Social service staff and property management staff 
are given parallel status and authority and have 
access to the same information. 

Written procedure for resolving disagreements 
between the various stakeholders 

Other Considerations for MOU 

Fair Housing & State Laws 
Selection Criteria 
Managing different waitlists
Maintenance and Health and Safety Checks
Confidentiality – ROI’s  

CSH Resources for  
Suburban and SmallerSuburban and Smaller 

Towns and Cities
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Small Towns Toolkit: 
www.csh.org/ctsmalltowns 

“The day I walked into Hudson View Commons with the keys to my own 
apartment was the first time I could see light at the end of a long, dark tunnel. 
Each day that light becomes brighter and brighter. Supportive housing is a true 
stepping stone.”

Mark Stavola, Tenant
Broad Park, CT

Thank you!

Heather Lyons
503-939-0083

heather.lyons@csh.org
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About CSH
The Corporation for Supportive Housing (CSH) is 
a national non-profit organization and Community 
Development Financial Institution that helps communities 
create permanent housing with services to prevent and end 
homelessness. Founded in 1991, CSH advances its mission 
by providing advocacy, expertise, leadership, and financial 
resources to make it easier to create and operate supportive 
housing. CSH seeks to help create an expanded supply 
of supportive housing for people, including single adults, 
families with children, and young adults, who have extremely 
low-incomes, who have disabling conditions, and/or face 
other significant challenges that place them at on-going risk 
of homelessness. For information regarding CSH’s current 
office locations, please see www.csh.org/contactus. 

We encourage non-profit organizations and government 
agencies to freely reproduce and share the information from 
CSH publications. The organizations must cite CSH as the 
source and include a statement that the full document is 
posted on our website, www.csh.org. Permissions requests 
from other types of organizations will be considered on a case-
by-case basis; please forward these requests to info@csh.org. 

Information provided in this publication is suggestive 
only and is not legal advice. Readers should consult their 
government program representative and legal counsel for 
specific issues of concern and to receive proper legal opinion 
regarding any course of action. 
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The Coordination Self Assessment Tool
While supportive housing providers are repeatedly evaluated 
by outside stakeholders, these organizations may not have the 
opportunity to step back and assess their own performance 
and capacity. 

The Corporation for Supportive Housing created this 
Coordination Self Assessment Tool to allow the management 
and staff of supportive housing units to take a deeper look at 
the level of coordination between their property management 
and supportive services functions, and how this relationship 
impacts tenants as well as staff. This assessment process may 
offer new insight into the collaboration between property 
management and supportive services staff. Recognizing that 
property management and supportive services have different 
and sometimes overlapping roles in supportive housing, this 
Tool aims to provide practical guidance on how staff can 
collaborate and coordinate their efforts more effectively.  

Why Undertake the Self Assessment Process? 
The management team may choose to conduct this  
self assessment at any stage, including:

As part of the planning and development process for the •	
creation of new supportive housing units;

As a facet of an agency or department evaluation process,•	

As part of an agency strategic planning process; or•	

In response to feedback received from staff members, •	
tenants, or outside stakeholders. 

During the planning and development process, this Self 
Assessment Tool can be helpful in ensuring that the necessary 
groundwork for successful collaboration between property 
management and supportive services staff is in place. For 
supportive housing units already in operation, the assessment 
can prevent or troubleshoot some common pitfalls in the 
collaborative relationship between the property management 
and supportive service functions. An existing supportive 
housing provider may use this Tool to refine its policies and 
procedures or develop new systems, as needed.  

Introduction
Permanent supportive housing is a successful, cost-effective combination of affordable housing with services 

that helps people live more stable, productive lives. A key practice in supportive housing is that supportive 

services staff — charged with advocating for tenants and linking them to essential services — work in 

partnership with property management staff to meet the needs of tenants. (Note: Such coordination of activities 

with property management staff may not be appropriate for some tenant-based supportive housing initiatives in 

which the landlord/property manager may not be aware of the tenant’s service needs or participation in  

services programming.) 

Effectively coordinating supportive services and property management functions requires careful planning, 

including clear delineation of roles and responsibilities, policies and procedures, and communication and 

confidentiality guidelines, among other considerations. Shared staff “buy-in” regarding the mission and 

philosophy of supportive housing is critical. To be successful, supportive housing operators must strike a 

balance among competing objectives — the cost of operating the housing, the safety and well-being of the 

tenant community, and the needs of individual tenants. Without careful planning and coordination, staff may 

find themselves caught off guard and unprepared to deal with the tensions that may arise as a result of these 

sometimes divergent but equally important goals. 
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About the Tool
There are three parts to this Coordination Self  
Assessment Tool:

Part 1•	 : Organizational Self Assessment by  
            Senior Management

Part 2•	 : Interviews and Focus Groups with Staff

Part 3•	 : Interviews and/or Focus Groups with Tenants

Part 1 of this Tool offers a series of questions for staff, 
highlighting critical elements of a well-coordinated 
relationship between property management and supportive 
services functions. The section includes guidance for property 
managers and service providers. The management team 
that oversees housing operations and services staff should 
conduct Part 1. Ideally, the most senior position(s) overseeing 
property management and supportive services will complete  
this section. 

Parts 2 and 3 consist of guidelines for conducting interviews 
and/or focus groups with staff and tenants of supportive 
housing. If appropriate, staff and tenants may be solicited to 
respond to anonymous surveys or be interviewed by a third 
party facilitator. A third party facilitator may contribute 
to a more in-depth evaluation and generate additional 
recommendations for improving coordination, but this  
step is not essential for the completion of the self  
assessment process.

How to Use the Tool
The Self Assessment Tool is intended to capture a snapshot 
of the extent of coordination between property management 
and supportive services staff. This Tool may be most effective 
when the following approach is used:

Use this Tool as a worksheet to record responses to the •	
questions posed in the self assessment process. 

Use these responses to guide efforts to improve the •	
collaborative relationship between property management 
and supportive services functions. 

Look for red flags that may require immediate attention •	
by management staff—a red flag represents an opportunity 
for strengthening the collaborative relationship between 
property management and supportive services staff.     

During this self assessment process, assurances of 
confidentiality to staff members and tenants will increase 
their willingness to share their opinions and experiences.  

Please note that the information gathered by the Self 
Assessment Tool should be considered carefully before 
being released. Staff members and tenants will benefit 
from learning about the results, but direct feedback about 
specific individuals should not be shared. The management 
team responsible for conducting the assessment process 
should take care to glean the important messages without 
introducing any unnecessary division into the relationship 
between property management and supportive services.



Part 1 of this Tool is a self assessment by senior manager(s) to identify whether adequate 

infrastructure to support everyday operations and service provision exists to promote 

effective collaboration between property management and supportive services staff. This 

section will help managers analyze whether the supportive housing operations include a 

well-defined organizational structure, well-articulated roles and responsibilities, clearly 

written policies and procedures, and — most importantly — shared goals for the tenants 

of the housing units.  

The best person(s) to complete the self assessment may vary based upon the organizational 

structure. Typically, the ideal candidate has management-level responsibility for the 

implementation of property management and/or supportive services functions.  

The topics covered in Part 1 are applicable whether the property management and 

supportive services functions are located in separate departments within the same 

organization or if one of these functions is performed by a separate organization. The 

questions at the end of Part 1, however, are intended specifically for supportive housing 

with partnerships in place between separate organizations. 
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PART 1

Organizational Self Assessment  
by Senior Management



1.	 Are the property management and supportive services functions separate and distinct, and is 
the distinction made clear to tenants and staff? For example, is rent collection performed by 
someone who does not also provide supportive services?  

Response/Next steps  »

»»

»»

»»

»»

»»

»»

2.	 What is the highest ranking position among property management staff? What is the 
highest ranking position among supportive services staff? Is the highest-level property 
management manager at the same level as the highest ranking supportive services manager 
in the project’s organizational structure? To whom are they accountable?   

Response/Next steps  »

»»

»»

»»

»»

»»

»»
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Self Assessment

     Satisfactory        Challenged

Organizational Structure 

There are different approaches to the provision of property 
management and supportive services in permanent supportive 
housing. The two most common approaches are:

Single Provider:•	   In this model, one organization provides 
both property management and supportive services with clear 
distinctions between these separate functions.

Partnership:•	   In this model, two or more organizations 
partner to provide property management and supportive 
services, with clearly delineated organizational 
responsibilities.

Regardless of the organizational structure, it is important to 
delineate clear lines of authority and identify who has the 
final word in decision-making. Invariably, circumstances will 
arise where property management and supportive services 
staff members will disagree on how to proceed with difficult 
situations, such as a tenant’s late rent payments or disruptive 
behavior. In these cases, having policies and procedures in place 
for resolving conflicts may help minimize tensions among staff.

Lessons Learned

If one organization has chosen to provide both property •	
management and services functions, these two roles should 
be distinguished as separate departments or, at a minimum, 
separate roles and job functions. For example, the person who 
collects the rent and is responsible for eviction should not 
also be expected to run the weekly relapse prevention group. 
Providers and tenants should be clear which staff member is 
responsible for which functions.

To ensure that the management and staffing structure •	
reflects a balanced emphasis on property management and 
supportive services functions, key managers should review the 
organizational chart and staffing plans. An obvious disparity 
in the level of authority between managers of parallel 
departments can lead to a lop-sided staffing structure or the 
perception that one department is less valued within the 
supportive housing community.

Part 1: Organizational Self Assessment by Senior Management



1.	 When the supportive housing units were in the planning stages, were the following issues 
discussed between property management and supportive services staff? Are they addressed  
in policies and procedures? Do staff periodically revisit and revise their approaches to the 
following issues jointly?

A. Organizational mission and philosophy 

Response/Next steps  »

»»

»»

»»

»»

»»

»»

B. Goals (e.g. housing retention vs. program goals, expectations regarding sobriety, 
employment) and the purpose of providing supportive services

Response/Next steps  »

»»

»»

»»

»»

»»

»»
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Whether the supportive housing units are provided through 
a partnership between separate organizations or by a single 
organization providing both property management and 
supportive services, managers should consider whether good 
coordination is in place for these two core functions and 
whether staff members are working as a team.

When staff members from different organizations or 
departments operate under a common mission or philosophy, 
reaching agreement on day-to-day strategies may be easier 
to achieve. Staff from property management and supportive 
services should have a shared understanding of the goals of 
supportive housing. They should also understand each other’s 
respective roles in helping tenants maintain their housing and 
achieve greater independence.

Lessons learned

Management may consider devoting staff meeting time •	
to discuss how the day-to-day activities in the project are 
linked to the larger mission and goals of the participating 
organization(s). Clearly developed goals should be reflected in 
the operating policies and procedures.

When developing a working relationship with such •	
significant impacts on the lives of tenants, organizations 
are advised to make sure their policies and procedures for 
the housing are well-coordinated and complementary. Staff 
members should understand how to navigate areas of overlap, 
and when they should pass on or pick up responsibility.

Forming cross-department committees (with representatives •	
from both property management and supportive services 
staff ) to draft, review, and revise specific policies and 
procedures creates opportunities to learn about each other’s 
roles and reach agreement on how staff can best coordinate 
their efforts.

Part 1: Organizational Self Assessment by Senior Management

Planning and Administration

Self Assessment

     Satisfactory        Challenged
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1.	 When the supportive housing units were in the planning stages, were the following issues 
discussed between property management and supportive services staff? Are they addressed  
in policies and procedures? Do staff periodically revisit and revise their approaches to the 
following issues jointly? (continued)

C. Conditions of tenancy and expectations for tenant behavior, including participation in  
services and grounds for eviction and/or denial of services (e.g. due to threats, violence, or  
other lease violations)

Response/Next steps  »

»»

»»

»»

»»

D. Areas of primary responsibility and overlapping responsibility between property 
management and supportive services functions

Response/Next steps  »

»»

»»

»»

»»

2.	 Do staff work together on creating and/or revising the following policies, procedures,  
and key documents?  

A. Organizational chart

Response/Next steps  »

»»

»»

»»

B. Tenant selection criteria 

Response/Next steps  »

»»

»»

»»

C. Confidentiality policies (how information about tenants will be shared between property 
management and supportive services staff)

Response/Next steps  »

»»

»»

»»

Corporation for Supportive Housing / Coordination Self Assessment Tool     8

Part 1: Organizational Self Assessment by Senior Management

Planning and Administration (continued)

Self Assessment

     Satisfactory        Challenged



2.	 Do staff work together on creating and/or revising the following policies, procedures, and 
key documents? (continued)

D. House rules and visitor policies

Response/Next steps  »

»»

»»

»»

»»

E. Tenant handbook

Response/Next steps  »

»»

»»

»»

»»

F. Tenant grievance procedures

Response/Next steps  »

»»

»»

»»

G. Lease agreement

Response/Next steps  »

»»

»»

»»

H. Community building goals (e.g. monthly tenant council meetings, community events, etc.)

Response/Next steps  »

»»

»»

»»

I. Structured opportunities for tenant involvement (e.g. participation in tenant council, 
volunteer opportunities, etc.)

Response/Next steps  »

»»

»»

»»

Part 1: Organizational Self Assessment by Senior Management

Planning and Administration (continued)
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Self Assessment

     Satisfactory        Challenged



Part 1: Organizational Self Assessment by Senior Management

Roles and Responsibilities
A. POLICIES AND PROCEDURES

1.	 Are policies and procedures in place that address the respective roles and responsibilities of 
property management and supportive services staff in the following areas?   

A. Tenant screening and selection (including applicant interviews)

Response/Next steps  »

»»

»»

»»

»»

»»

»»

B. Tenant orientation

Response/Next steps  »

»»

»»

»»

»»

»»
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Self Assessment

     Satisfactory        Challenged

A strong partnership between property management and 
supportive services staff is critical to ensuring that a supportive 
housing units are operated smoothly and effectively. For 
this partnership to develop, staff should discuss and adopt 
policies and procedures in line with their distinct roles and 
responsibilities. Most importantly, staff should address areas of 
overlapping responsibility between property management and 
supportive services functions.

Property Management Role — The key role of property 
management is maintenance, rent collection, and financial 
management of the housing. Property management staff should 
work collaboratively with supportive services staff on such tasks 
as tenant selection and screening, move-in and orientation, and 
crisis management.

Supportive Services Role — The key role of supportive services 
is to promote housing stability by helping tenants fulfill the 
obligations of their tenancy. Services staff help tenants identify 
and address their goals and meet their needs by helping them 
access a wide range of services, including crisis management, 
recovery services, medication management, education and 
vocational services, and socialization and recreational activities. 
Since services are provided in a permanent housing setting, 

the services should also be geared toward creating a sense of 
community that is welcoming and comfortable for all. 

While property management and supportive services staff 
should maintain distinct roles, their sometimes divergent goals 
can lead to tensions that are actually healthy in a working 
relationship. If property management and services staff 
commit to the shared goal of ensuring the effective operation 
of the supportive housing community, they should be able to 
acknowledge and negotiate their potential conflicts, especially 
when these involve areas of overlapping responsibility.

Lessons learned

For more detailed guidance on the key functions of property 
management and supportive services staff, please refer to  
CSH’s web-based Toolkit for Developing and Operating 
Supportive Housing, www.csh.org/toolkit2, including the 
following resources:

Key Principles for Coordinating Property Management ——
and Supportive Services in Supportive Housing

Property Management and Supportive Services: Roles ——
and Responsibilities and Areas of Overlap

http://documents.csh.org/documents/ResourceCenter/DevOpsToolkit/MissionDrivenpdf.pdf
http://documents.csh.org/documents/ResourceCenter/DevOpsToolkit/RolesOverlappdf.pdf
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Part 1: Organizational Self Assessment by Senior Management

Roles and Responsibilities (continued)

1.	 Are policies and procedures in place that address the respective roles and responsibilities of 
property management and supportive services staff in the following areas? (continued) 

C. Building maintenance problems

Response/Next steps  »

»»

»»

»»

D. Non-payment of rent

Response/Next steps  »

»»

»»

»»

E. Behavioral issues

Response/Next steps  »

»»

»»

»»

F. Evictions

Response/Next steps  »

»»

»»

»»

G. Crises (e.g. medical, psychiatric, violence, fire, etc.)

Response/Next steps  »

»»

»»

»»

H. Unit inspections and habitability problems (e.g. hoarding and cluttering, etc.)

Response/Next steps  »

»»

»»

I. Visitor policies

Response/Next steps  »

»»

»»

Self Assessment

     Satisfactory        Challenged



Part 1: Organizational Self Assessment by Senior Management

Roles and Responsibilities (continued)

b. Outreach and Tenant Selection

2.	 Who is involved in outreach efforts to solicit applicants for the supportive housing units? 
(e.g. Who is wait list contact? Who makes announcements to appropriate venues?)  

Response/Next steps  »

»»

»»

»»

»»

3.	 Do staff members and other authorized participants (e.g., tenant leaders or tenant 
representatives) understand what questions may be asked during prospective tenant 
interviews and what questions should not be asked in order to protect an applicant’s  
fair housing rights?   

Response/Next steps  »

»»

»»

»»

4.	 Do staff members understand what information from the services interview may be shared 
with property management staff?  

Response/Next steps  »

»»

»»

»»

5.	 Who makes the final decision regarding whether to select a tenant (property management 
or supportive services departments)? Who is involved in hearing appeals of the decision to 
accept or reject an application for housing? How does the final decision maker consider the 
recommendations or concerns of other parties? Do staff members know what process the 
decision-maker uses to consider that input?

Response/Next steps  »

»»

»»

»»

Corporation for Supportive Housing / Coordination Self Assessment Tool     12

Self Assessment

     Satisfactory        Challenged

Property management and services staff should be clear 
about their roles and responsibilities in an effective outreach 
and tenant selection process. Providers should give careful 
consideration to those who may be living in supportive 
housing and what their needs may be. Supportive housing 
providers should develop clear policies and procedures for 
conducting applicant interviews and for sharing information 

about prospective tenants. Because fair housing laws offer 
numerous protections for applicants, supportive housing 
providers should document their tenant outreach and 
selection policies and procedures. Management staff should 
consult their governmental program representative or legal 
counsel for additional guidance.



Part 1: Organizational Self Assessment by Senior Management

Roles and Responsibilities (continued)

c. Dealing with Rent Payment, Rent Arrears, and Disruptive Behaviors

6.	 How do staff coordinate their efforts to address a tenant’s non-payment of rent? What about 
other issues such as nuisance and disruptive behavior (e.g. house rule/lease violations, etc.)? 

Response/Next steps  »

»»

»»

»»

»»

»»

»»

»»

7. 	 Who makes the final decision regarding whether to evict a tenant (property management 
and/or supportive services departments)?     

Response/Next steps  »

»»

»»

»»

»»

»»

»»

»»

8. 	 How does the final decision take into consideration the recommendations or concerns of 
other parties?  Do supportive services staff review and “sign off” every eviction decision to 
signal that all appropriate interventions have failed?     

Response/Next steps  »

»»

»»

»»

»»

»»

»»
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Self Assessment

     Satisfactory        Challenged

An effective collaboration between property management 
and supportive services staff should have regular forums 
for discussing a tenant’s non-payment of rent and other 
lease violations. The supportive housing community’s 
written policies should specify who will communicate 

with the tenant in these situations, and what form the 
communication will take. Oftentimes, supportive housing 
providers will choose to have the most senior position 
overseeing property management and supportive services 
functions make any eviction-related decisions.



Part 1: Organizational Self Assessment by Senior Management

Staff Supervision and Training

1.	 Are regular cross trainings offered for property management and supportive services staff?  
Are new staff members oriented to the roles and responsibilities of other staff (including 
another department’s staff members)? Are regular trainings held on issues of  
common concern?

Response/Next steps  »

»»

»»

»»

»»

»»

»»

»»

2.	 Do staff members have an outside resource to which they can turn for consultation when an 
issue presents that is beyond their training and expertise? 

Response/Next steps  »

»»

»»

»»

»»

»»

»»

»»

3.	 Does the employee evaluation system provide feedback and goals related to teamwork, 
coordination, and tenant outcomes?

Response/Next steps  »

»»

»»

»»

»»

»»

»»
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Self Assessment

     Satisfactory        Challenged

To operate successful supportive housing, all involved 
organizations should invest in regular supervision and training 
to build staff capacity to address the needs of the tenants. 
Providers should consider designing a training plan to increase 
the awareness of property management and supportive services 
staff regarding their distinct roles in the community.  

If resources are limited, providers may be able to take advantage 
of trainings available in the general community. Cross training 
may also help build understanding and collaboration among 
staff, while providing an opportunity for staff to be recognized 
for their expertise. 
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Part 1: Organizational Self Assessment by Senior Management

Cross-Team Communication

1.	 Do high ranking property management staff and high ranking supportive services staff have 
regularly scheduled meetings to discuss ongoing communication, staff issues, and policies 
and procedures? Is there a standard agenda for these meetings that identifies what issues can 
and will be discussed?   

Response/Next steps  »

»»

»»

»»

»»

»»

»»

»»

»»

»»

»»

2.	 Is there a regularly scheduled forum for discussing and mediating issues related to specific 
tenants (e.g. case conference meeting)? Who facilitates this meeting?  

Response/Next steps  »

»»

»»

»»

»»

»»

»»

»»

»»

»»

»»

Self Assessment

     Satisfactory        Challenged

Communication between property management and 
supportive services staff — including regular cross-team 
meetings and shared documentation — is crucial to well-
coordinated operations in supportive housing. Issues requiring 
frequent communication include tenant selection, move-ins, 
changes in household composition, rent collection, lease 
violations, incidents/crises, and health and safety issues. 

A coordinated response to crises and incidents is only possible 
through effective lines of communication between property 
management and supportive services staff. 

Staff should have a mutual understanding of when and how 
information about tenants will be shared between teams. The 
sharing of confidential information about tenants has legal 
implications, and all staff members should receive training on 
relevant laws and policies.



Part 1: Organizational Self Assessment by Senior Management

Cross-Team Communication (continued)

3.	 Is there an incident review committee with representation by property management and 
supportive services staff? 

Response/Next steps  »

»»

»»

»»

»»

»»

»»

»»

»»

»»

4.	 Do supportive services staff members receive copies of incident reports and all tenant 
correspondence pertaining to non-payment of rent, nuisance behaviors, property  
damage, etc.?  

Response/Next steps  »

»»

»»

»»

»»

»»

»»

»»

»»

5.	 Do supportive services staff members inform property management staff of activities it 
sponsors, especially if these activities impact operations (e.g. use of space, equipment, tools 
and/or resources, etc.)?

Response/Next steps  »

»»

»»

»»

»»

»»

»»

»»

»»
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Self Assessment

     Satisfactory        Challenged



6.	 Is a Memorandum of Understanding (MOU) or other agreement in place that defines the 
respective roles and responsibilities of each partner or contractor?  

Response/Next steps  »

»»

»»

»»

»»

»»

»»

7.	 Where do contractors fit into the organizational structure/hierarchy? To whom are the  
contractors accountable?  

Response/Next steps  »

»»

»»

»»

»»

»»

»»

8.	 Are procedures in place that include the regular evaluation of the contractor’s performance 
and regular opportunities to revisit and revise the MOU or partnership agreement?    

Response/Next steps  »

»»

»»

»»

»»

»»

»»

Part 1: Organizational Self Assessment by Senior Management

Cross-Team Communication (continued)  
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Self Assessment

     Satisfactory        Challenged

Contracted services for property management or supportive 
services, or for specific job functions within these 
responsibilities, often bring valuable expertise and experience 
to a supportive housing project. Successful coordination 
with partners, however, requires setting realistic expectations 
regarding what outside parties may be able to contribute. 
Outlining these expectations in a formal agreement, such as a 
Memorandum of Understanding (MOU), is a helpful step to 
provide a detailed description of the roles and responsibilities 
of each partner organization. Confusion may arise over roles 
and responsibilities if partners do not reach specific agreements 

in these areas. It is recommended that these agreements 
contain accountability and evaluation requirements for partner 
organizations to achieve. Additionally, supportive housing 
providers should assign a specific staff person to supervise and 
communicate with partner organizations.

NOTE: The following questions are for projects that are 
operated by a partnership (either property management or 
supportive services functions are contracted out to another entity), 
or projects that subcontract out any aspect of operations or services 
to another party.
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Part 2 of this Coordination Self Assessment Tool provides suggested guidelines for 

conducting interviews and focus groups with staff members to collect their experiences 

and perspectives regarding the working relationship between property management and 

supportive service functions. Senior managers may wish to engage a neutral third-party 

facilitator to conduct the interviews and focus groups to yield more candid feedback. 

However, this approach is not essential for the self assessment, and organizations may be 

able to capture this information through the involvement of impartial staff or by using 

anonymous surveys. 

The guidelines for conducting the interviews and focus groups consist of five phases:

Phase 1:  Focus Groups with Front-Line Staff

Phase 2:  Interviews with Managers

Phase 3:  Interviews with Senior Management

Phase 4:  Interview with Human Resources Manager 

Phase 5:  Analysis of Interviews and Focus Groups

The guidelines for the interviews and focus groups assume that property management staff 

and supportive services staff report to different departments or supervisors and that the 

manager of each department reports to a member of the executive management team. The 

guidelines should be adapted as necessary to align with the actual organizational structure.

PART 2

Interviews and Focus Groups with Staff



1.	 Have each focus group brainstorm the specific roles and responsibilities of property 
management and supportive services staff in the following areas:

A. Tenant selection  » 

»»

»»

»»

»»

B. Tenant orientation  »

»»

»»

»»

»»

»»

C. Building maintenance problems  »

»»

»»

»»

»»

D. Non-payment of rent  »

»»

»»

»»

»»

E. Behavioral issues  »

»»

»»

»»

»»

F. Evictions  »

»»

»»

»»

»»
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Self Assessment

     Satisfactory        Challenged

Part 2: Interviews and Focus Groups with Staff

Phase I: Focus Groups with Front-Line Staff
A.	 Conduct a focus group with all property management 

staff members (separate from supportive services staff ). 
B.	 Conduct a focus group with all supportive services staff 

members (separate from property management staff ). 
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1.	 Have each focus group brainstorm the specific roles and responsibilities of property 
management and supportive services staff in the following areas: (continued)

G. Crises (e.g. medical, psychiatric, violence, fire, etc.)  »

»»

»»

»»

»»

»»

H. Unit inspections and habitability problems (e.g. hoarding and cluttering, etc.)  » 

»»

»»

»»

»»

»»

I. Strategizing to remedy ongoing violations of the house rules and/or lease agreement  »

»»

»»

»»

»»

J. Problematic behavior by visitors  »

»»

»»

»»

»»

»»

K. Child neglect and abuse issues/supporting the development of parenting skills  »

»»

»»

»»

»»

L. Criminal activity in the community  »

»»

»»

»»

»»
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Self Assessment

     Satisfactory        Challenged

Part 2: Interviews and Focus Groups with Staff

Phase I: Focus Groups with Front-Line Staff (continued)
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Part 2: Interviews and Focus Groups with Staff

Phase I: Focus Groups with Front-Line Staff (continued)

2.	 Have each group brainstorm responses to the following questions.

A. What are the goals of your supportive housing project?

Response/Next steps  »

»»

»»

»»

»»

B. What are the goals for tenants who have chemical dependency issues? (e.g. total abstinence, 
harm reduction, housing stability, etc.)

Response/Next steps  »

»»

»»

»»

»»

C. What is the project’s approach to dealing with nuisance and disruptive behavior by tenants? 

Response/Next steps  »

»»

»»

»»

»»

D. What are the criteria for eviction?

Response/Next steps  »

»»

»»

»»

»»

3.	 Ask each group the following questions: What are your perceptions of the collaborative 
relationship between the property management and supportive services functions? What are 
some of the areas where the departments work well with each other, and some of the areas 
that could be improved? Do you have specific suggestions for improvement?

Response/Next steps  »

»»

»»

»»

»»

»»

Self Assessment

     Satisfactory        Challenged



Part 2: Interviews and Focus Groups with Staff

Phase 2: Interviews with Managers
Separate interviews should be performed with the manager of supportive services and the manager of property management. 

1.	 Which of the following issues have caused conflicts within the supportive housing community?  
Rate each between1 and 5, with 1 meaning no conflict and 5 meaning significant conflict. Respondents 
may wish to elaborate and should be encouraged to do so, especially when a rating of 3 or higher is given.

A. Project Goals: Do staff members from different teams — as well as tenants — agree on  
the goals of supportive housing? (1 means all agree with and understand goals, 5 means everyone  
has different goals.) 

m 1         m 2         m 3         m 4         m 5

Response/Next steps  »

»»

»»

»»

»»

»»

»»

B. Tenant selection: Do staff members have clearly defined policies and procedures to follow 
regarding the use of information revealed in the tenant screening process, including eviction 
records search, criminal background checks, and landlord references? (1 means all parties agree  
on and understand how this information will be treated, 5 means the standards are a significant  
source of conflict.)  

m 1         m 2         m 3         m 4         m 5

Response/Next steps  »

»»

»»

»»

»»

»»

C. Nuisance and Disruptive Behavior: Do staff members have rules and procedures for how 
inappropriate behavior by tenants and/or their guests will be handled? (1 means the rules and 
procedures are clear and understood by all and that everyone understands how to proceed when they are 
violated, 5 means the standards are unclear and/or are not applied consistently.) 

m 1         m 2         m 3         m 4         m 5

Response/Next steps  »

»»

»»

»»

»»

»»
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Self Assessment

     Satisfactory        Challenged



Self Assessment

     Satisfactory        Challenged
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Part 2: Interviews and Focus Groups with Staff

Phase 2: Interviews with Managers (continued)

1.	 Which of the following issues have caused conflicts within the supportive housing community?  
Rate each between1 and 5, with 1 meaning no conflict and 5 meaning significant conflict. Respondents 
may wish to elaborate and should be encouraged to do so, especially when a rating of 3 or higher is given. 
(continued)

D. Confidentiality: Are procedures on maintaining tenant confidentiality made clear? Do 
staff members and tenants disagree about what information can be shared? (1 means that all 
staff understand and follow policies and procedures related to confidentiality, 5 means that significant 
disagreement or lack of understanding exists about the rules.) 

m 1         m 2         m 3         m 4         m 5

Response/Next steps  »

»»

»»

»»

»»

»»

E. Evictions: Are the protocols for evictions clear and agreed upon? (1 means that staff all teams 
understand their respective roles regarding the steps toward eviction and no major disagreement occurs 
regarding the need to evict a tenant, 5 means that department staff have significant disagreements 
regarding tenant evictions and blame one another when tenants do not successfully maintain  
housing stability.) 

m 1         m 2         m 3         m 4         m 5

Response/Next steps  »

»»

»»

»»

»»

»»

F. At-Risk of Eviction: Do staff members understand how to access support services to help 
prevent evictions? (1 means that staff members in property management and supportive services 
collaborate to access support services to help prevent evictions, 5 means that property management does 
not understand the role of supportive services to help prevent evictions.) 

m 1         m 2         m 3         m 4         m 5

Response/Next steps  »

»»

»»

»»

»»

»»
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Part 2: Interviews and Focus Groups with Staff

Phase 2: Interviews with Managers (continued)

1.	 Which of the following issues have caused conflicts within the supportive housing 
community? Rate each between1 and 5, with 1 meaning no conflict and 5 meaning significant 
conflict. Respondents may wish to elaborate and should be encouraged to do so, especially when a rating 
of 3 or higher is given. (continued) 

G. Voluntary Services: Do staff and tenants agree that participation in services (e.g. case 
management) should not be a condition of tenancy? (1 means that a policy of voluntary services  
is understood and accepted by all staff, 5 means that there is no policy or the policy is a source of 
significant disagreement.) 

m 1         m 2         m 3         m 4         m 5

Response/Next steps  »

»»

»»

»»

»»

»»

»»

H. Tenant Satisfaction: If a tenant is dissatisfied with the supportive housing community, do 
staff members blame each other? (1 means staff members never blame one another, 5 means staff 
members blame one another frequently.) 

m 1         m 2         m 3         m 4         m 5

Response/Next steps  »

»»

»»

»»

»»

»»

»»

I. Staff Conflict: Do staff members or tenants believe conflict exists between property 
management and supportive services functions? (1 means staff members and tenants do not believe 
the current structure presents a conflict, 5 means that a significant perception of favoritism exists toward 
one team or the other.) 

m 1         m 2         m 3         m 4         m 5

Response/Next steps  »

»»

»»

»»

»»

»»
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Self Assessment

     Satisfactory        Challenged



Part 2: Interviews and Focus Groups with Staff

Phase 3: Interviews with Senior Management Staff
A.	 Interview the individual(s) who supervise the managers of the property management and supportive  

service departments. This group may or may not include the executive director(s) of the organization(s). 

1.	 Which of the following are in place? Which of these are challenging and require  
staff attention?

A. Clearly defined goals: How are they communicated to managers?   »

»»

»»

»»

»»

»»

»»

»»

B. Clearly defined roles and responsibilities: Are job descriptions updated regularly?   »

»»

»»

»»

»»

»»

»»

»»

C. Clear communication protocols: How do you make sure everyone involved in the housing 
gets needed information?   »

»»

»»

»»

»»

»»

»»

D. Personal accountability: Do managers and front-line staff have an opportunity to provide 
input on the performance of senior management?   »

»»

»»

»»

»»

»»

»»
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Self Assessment

     Satisfactory        Challenged



Corporation for Supportive Housing / Coordination Self Assessment Tool     26

Part 2: Interviews and Focus Groups with Staff

Phase 3: Interviews with Senior Management Staff (continued)

1.	 Which of the following are in place? Which of these are challenging and require  
staff attention? (continued)

E. Unity of approach: How do you work with your management team to make sure you are all 
“on the same page”?   »

»»

»»

»»

»»

»»

»»

»»

F. Commitment to learning: How often are you able to focus on your professional 
development? What skills would you like to work on? Are all employees provided an 
opportunity for ongoing professional development?   »

»»

»»

»»

»»

»»

»»

G. Leadership: Is the distribution of authority in the organization clear and supported? Do 
people look to you when they need guidance?   »

»»

»»

»»

»»

»»

»»

H. Community input: Do you solicit input from the tenant community on project/staff 
performance? Do you regularly survey tenants?   »

»»

»»

»»

»»

»»

»»
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Self Assessment

     Satisfactory        Challenged



Part 2: Interviews and Focus Groups with Staff

Phase 3: Interview with Senior Management (continued)

2.	 Do staff members report feelings of frustration when tenants show uneven progress?  
How do managers support staff members when they are feeling frustrated?

Response/Next steps  »

»»

»»

»»

»»

»»

»»

3.	 Does the current staff evaluation system include consideration of collaborative decision-
making and team building practices? 

Response/Next steps  »

»»

»»

»»

»»

»»

4.	 To what extent does the current organizational culture embrace the goals of collaboration  
and team building (e.g. cross-training, retreats, etc.)?  What else could be done to encourage 
more collaboration? 

Response/Next steps  »

»»

»»

»»

»»

»»

5.	 How does the agency view its current capacity in both property management and supportive 
services functions?  How do you see that organizational capacity developing in the future?

Response/Next steps  »

»»

»»

»»

»»

»»
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Self Assessment

     Satisfactory        Challenged



Part 2: Interviews and Focus Groups with Staff

Phase 3: Interview with Senior Management (continued)

6.	 Which of the following issues have caused conflicts? Rate each between 1 and 5, with 1 meaning 
no conflict and 5 meaning significant conflict.  Respondents may wish to elaborate and should be 
encouraged to do so, especially when a rating of 3 or higher is given.

A. Goals: Do staff members from different teams — as well as tenants — agree on the goals of 
the supportive housing community? (1 means all agree on and understand goals, 5 means everyone has 
different goals.) 

m 1         m 2         m 3         m 4         m 5

Response/Next steps  »

»»

»»

»»

»»

»»

»»

B. Tenant selection:  Do staff members have clearly defined policies and procedures to follow 
regarding the use of information revealed in the tenant screening process, including eviction 
records search, criminal background checks, and landlord references? (1 means all parties agree  
on and understand how this information will be treated, 5 means the standards are a significant  
source of conflict.)   

m 1         m 2         m 3         m 4         m 5

Response/Next steps  »

»»

»»

»»

»»

»»

»»

C. Nuisance and Disruptive Behavior: Do staff members have rules and procedures for how 
inappropriate behavior by tenants and/or their guests will be handled? (1 means the rules and 
procedures are clear and understood by all and that everyone understands how to proceed when they are 
violated, 5 means the standards are unclear and/or are not applied consistently.) 

m 1         m 2         m 3         m 4         m 5

Response/Next steps  »

»»

»»

»»

»»

»»
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Self Assessment

     Satisfactory        Challenged
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Part 2: Interviews and Focus Groups with Staff

Phase 3: Interview with Senior Management (continued)

6.	 Which of the following issues have caused conflicts? Rate each between 1 and 5, with 1 meaning 
no conflict and 5 meaning significant conflict.  Respondents may wish to elaborate and should be 
encouraged to do so, especially when a rating of 3 or higher is given. (continued)

D. Confidentiality: Are procedures on maintaining tenant confidentiality made clear? Do staff 
and tenants disagree about what information can be shared? (1 means that all staff understand and 
follow rules and procedures related to confidentiality, 5 means that there is significant disagreement or 
lack of understanding about the rules.) 

m 1         m 2         m 3         m 4         m 5

Response/Next steps  »

»»

»»

»»

»»

»»

E. Evictions: Are the protocols for evictions clear and agreed upon? (1 means that staff in all 
teams understand their respective roles regarding the steps toward eviction and no major disagreement 
occurs regarding the need to evict a tenant, 5 means that department staff have significant disagreements 
regarding tenant evictions and blame one another when tenants do not successfully maintain  
housing stability.) 

m 1         m 2         m 3         m 4         m 5

Response/Next steps  »

»»

»»

»»

»»

»»

F. At-Risk of Eviction: Do staff members understand how to access support services to help 
prevent evictions? (1 means that staff members in property management and supportive services 
collaborate to access support services to help prevent evictions, 5 means that property management does 
not understand the role of supportive services to help prevent evictions.) 

m 1         m 2         m 3         m 4         m 5

Response/Next steps  »

»»

»»

»»

»»

»»
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Self Assessment

     Satisfactory        Challenged



Part 2: Interviews and Focus Groups with Staff

Phase 3: Interview with Senior Management (continued)

6.	 Which of the following issues have caused conflicts? Rate each between 1 and 5, with 1 meaning 
no conflict and 5 meaning significant conflict.  Respondents may wish to elaborate and should be 
encouraged to do so, especially when a rating of 3 or higher is given. (continued) 

G. Voluntary Services: Do staff and tenants agree that participation in services (e.g. case 
management) should not be a condition of tenancy? (1 means that all staff understand and  
accept a policy of voluntary services, 5 means that there is no policy or the policy is a source of  
significant disagreement.) 

m 1         m 2         m 3         m 4         m 5

Response/Next steps  »

»»

»»

»»

»»

»»

»»

H. Tenant Satisfaction: If a tenant is dissatisfied with the supportive housing community, do 
staff members blame each other? (1 means staff members never blame one another, 5 means staff 
members blame one another frequently.) 

m 1         m 2         m 3         m 4         m 5

Response/Next steps  »

»»

»»

»»

»»

»»

»»

I. Staff Conflict: Do staff members or tenants believe conflict exists between property 
management and supportive services functions? (1 means staff members and tenants do not believe 
the current structure presents a conflict, 5 means that there is a significant perception of favoritism 
toward one team or the other.) 

m 1         m 2         m 3         m 4         m 5

Response/Next steps  »

»»

»»

»»

»»

»»

»»
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Self Assessment

     Satisfactory        Challenged



Part 2: Interviews and Focus Groups with Staff

Phase 4: Interview with Human Resources Manager
Interview the Human Resources Manager (or staff person with Human Resources responsibilities.) 

1.	 Does the current staff member evaluation system recognize collaborative decision-making 
and team building?

Response/Next steps  »

»»

»»

»»

»»

»»

»»

2.	 To what extent does the current organizational culture embrace the goals of collaboration 
and team building (e.g. cross-training, retreats, etc.)?

Response/Next steps  »

»»

»»

»»

»»

»»

»»

3.	 Do staff members report feelings of frustration when they work collaboratively across teams?  
What more does the organization need to do to support collaboration among staff members?     

Response/Next steps  »

»»

»»

»»

»»

»»

»»

4.	 Does the organization conduct exit interviews of staff members? What issues are cited as  
common reasons for leaving?

Response/Next steps  »

»»

»»

»»

»»

»»
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Self Assessment

     Satisfactory        Challenged



  
1.	 Identify gaps in policies and procedures that are leaving property management and 

supportive services staff feeling “stranded,” unaware of how to proceed and how to 
collaborate with other staff. (Note: Such situations can lead to blaming and “splitting” 
among staff members.)  

Response/Next steps  »

»»

»»

»»

»»

»»

2.	 Identify philosophical differences between staff. (Note: Uniting staff members behind 
supportive housing mission and goals is often the first step to effective collaboration.)

Response/Next steps  »

»»

»»

»»

»»

»»

3.	 Identify key sources of conflict. Look for common perceptions of the nature of the problem. 
(Note: Staff often agree about what the problems are, but differ in their perceptions of the 
origin of the problem and/or who is responsible for addressing it.) 

Response/Next steps  »

»»

»»

»»

»»

»»

4.	 Determine whether staff have an adequate understanding of each others’ roles and 
responsibilities.

Response/Next steps  »

»»

»»

»»

»»

Part 2: Interviews and Focus Groups with Staff 

Phase 5: Analysis of Interviews and Focus Groups with Staff
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Self Assessment

     Satisfactory        Challenged

The staff interviews and focus groups will yield a great deal of 
helpful information for the overall management of supportive 
housing. Listed below are a few suggestions for analyzing the 

information collected from the interviews and focus groups and 
for formulating responses.  
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5. 	 Identify gaps in communication protocols.

Response/Next steps  »

»»

»»

»»

»»

»»

»»

»»

6.	 Identify needs for additional staff training.

Response/Next steps  »

»»

»»

»»

»»

»»

»»

»»

7.	 Assess management staff ’s effectiveness in fostering the values of collaboration, empathy  
and commitment to the mission across departments.

Response/Next steps  »

»»

»»

»»

»»

»»

»»

8.	 Most importantly, highlight what is working well.  

Response/Next steps  »

»»

»»

»»

»»

»»

»»

Part 2: Interviews and Focus Groups with Staff 

Phase 5: Analysis of Interviews and Focus Groups with Staff (continued)

Corporation for Supportive Housing / Coordination Self Assessment Tool     33
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     Satisfactory        Challenged
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PART 3

Interviews and/or Focus Groups with Tenants

Part 3 of this Self Assessment Tool provides suggested guidelines for conducting interviews 

and/or focus groups with supportive housing tenants to understand their experiences and 

perspectives regarding the collaborative relationship between property management and 

supportive services staff. The interviews and/or focus groups are intended to be conducted by 

a neutral third-party facilitator as this will likely yield more candid feedback. However, this 

approach is not essential, and organizations may be able to capture this valuable information 

through the involvement of impartial staff members or by using anonymous tenant surveys. 

The guidelines for conducting the interviews and/or focus groups consist of two phases:

Phase 1:  Interviews and/or Focus Groups with Tenants

Phase 2:  Analysis of Interviews and/or Focus Groups



Part 3: Interviews and/or Focus Groups with Tenants

Phase 1: Interviews and/or Focus Groups with Tenants
Conduct interviews and/or focus groups with a representative group of supportive housing tenants. Involve one  
representative for every 6-10 residents within the supportive housing community, with a maximum of 15 tenants.  

1.	 How do tenants participate in deciding how the supportive housing is operated? 

Response/Next steps  »

»»

»»

»»

»»

»»

2.	 How were you informed of behaviors that could lead to eviction? How are the rules enforced?

Response/Next steps  »

»»

»»

»»

»»

»»

3.	 If you have a serious problem with a staff member, who would you talk to? 

Response/Next steps  »

»»

»»

»»

»»

»»

4.	 With what types of issues have staff provided you the most help?

Response/Next steps  »

»»

»»

»»

»»

5.	 With what types of issues do you wish staff members had been more helpful?

Response/Next steps  »

»»

»»

»»

»»
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Part 3: Interviews and/or Focus Groups with Tenants

Phase 1: Interviews and/or Focus Groups with Tenants (continued)

6.	 How is the role of your case manager different from the role of your property manager?

Response/Next steps  »

»»

»»

»»

»»

»»

»»

»»

7.	 Do you feel certain that what you tell your case manager will not be repeated to others?

Response/Next steps  »

»»

»»

»»

»»

»»

»»

»»

8.	 What types of activities or support services offered have been most helpful to you?  

Response/Next steps  »

»»

»»

»»

»»

»»

»»

»»

9.	 If there was one thing you wish staff members could do better, what would that be?

Response/Next steps  »

»»

»»

»»

»»

»»

»»
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1.	 Assess the need for improved communication with tenants about the roles and 
responsibilities of property management and supportive services staff.

Response/Next steps  »

»»

»»

»»

2.	 Assess the need for a clearer explanation of lease provisions and house rules. 

Response/Next steps  »

»»

»»

»»

3.	 Assess the adequacy of current initiatives to collect tenant feedback and involve tenants in  
the decisions that impact their housing.

Response/Next steps  »

»»

»»

»»

4.	 Use the information to inform staff training plans.

Response/Next steps  »

»»

»»

»»

5.	 Assess whether current engagement strategies are adequate, and whether more needs to be 
done to publicize the services available.

Response/Next steps  »

»»

»»

»»

6.	 Most importantly, highlight what is working well.

Response/Next steps  »

»»

»»

»»

Part 3: Interviews and/or Focus Groups with Tenants

Phase 2: Analysis of Interviews and/or Focus Groups with Tenants
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The interviews and/or focus groups with tenants will yield a 
great deal of helpful information for the management of the 
housing operations and the delivery of services. Listed below 

are several suggestions for analyzing the information  
collected from the interviews and focus groups and for 
formulating responses.



Additional Resources
For additional resources on coordinating property 
management and supportive services in permanent 
supportive housing, please refer to the Corporation for 
Supportive Housing’s web site at www.csh.org. Resources 
that may be of particular interest include:

The •	 Coordinating Management and Social Services in 
Supportive Housing Training Curriculum and handouts, 
available at www.csh.org/training. 

CSH’s publication •	 Not a Solo Act: Creating Successful 
Partnerships to Develop and Operate Supportive Housing, 
available at www.csh.org/publications.

The web-based •	 Toolkit for Developing and Operating 
Supportive Housing, available at www.csh.org/toolkit2,  
and includes the following resources: 

Key Principles for Coordinating Property Management ——
and Supportive Services in Supportive Housing

Property Management and Supportive Services:  ——
Roles and Responsibilities and Areas of Overlap

Roles in Supportive Housing Development  ——
and Operations

Coordinated Responses to Inappropriate  ——
Behavior by a Tenant

The web-based •	 Toolkit for Ending Long-Term Homelessness, 
which is available at www.csh.org/toolkit, and which 
includes a profile of a successful collaboration between 
property management and supportive services staff at 
Cedar Hill Apartments in New Haven, Connecticut.

©2008 Corporation for Supportive Housing
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CDN PERMANENT SUPPORTIVE HOUSING PROJECT 
GUIDELINES FOR PSH MEMORANDA OF UNDERSTANDING 

 
 

This document outlines a menu of potential components for Memoranda of Understanding 
between service providers and property managers and/or owners in Permanent Supportive 
Housing projects. Core components that should be included in all MOUs are indicated with an 
asterisk (*).  The inclusion of other components from this menu, as well as the specific terms of 
the agreement, should be carefully negotiated between all the parties prior to lease up. 
 
Note: The MOU is a detailed document outlining the terms of a partnership. In some cases, it 
will be necessary to sign a written agreement before all of the details of the project or 
partnership have been worked out.  A letter of intent, which briefly summarizes the partners’ 
working understandings, is usually adequate for this purpose1.  After the project details become 
clearer, it is appropriate to negotiate an MOU to solidify each party’s commitment and clarify the 
risks, benefits, and responsibilities assumed by each side2. 
 

 
PURPOSE:  
*A clear statement of shared mission and purpose for the partnership and the PSH project.  
 
DEFINITIONS: 
Define key terms, such as: 
 
• Permanent Supportive Housing: Housing with no limit on length of stay and no requirement 

that tenants move out so long as the tenant(s) is in compliance with their lease. 
 
• Eligible tenant: An individual or family (a) earning up to 30% MFI (for individuals) or 50% (for 

families); and (b) homeless or at risk of homelessness, including those who may be leaving 
other systems of care (corrections, hospitalization, etc.) without a place to live; (c) with 
chronic health conditions that are at least episodically disabling (e.g. mental illness, HIV/ 
AIDS, and substance use issues) or other substantial barriers to housing stability; (d) who 
would not be able to retain stable housing without tightly linked supportive services; and (e) 
who is a member of a specific target population as defined below. 

 
• Target Population: [Each project will define a specific target population within the broader 

eligibility guidelines. The MOU should describe the target population as specifically as 
possible. For example, “the target population for this project will be single adults leaving the 
corrections system who are at risk of homelessness and who would not be able to retain 
stable housing without tightly linked services.”] 

 
• Partnered Service Provider: An identified organization that enters into agreement with the 

owner of a PSH project to identify and recruit prospective PSH tenants for the project, and to 
provide appropriate and on-going services to the PSH tenants as needed to maintain their 
housing stability.   

                                                 
1 Projects receiving City funding for PSH are required to submit a Partnered Service Provider Agreement. 
The required elements of the PSPA are a sub-set of the more detailed MOU. For more information, see 
the PSPA Guidelines in the PSH Toolkit. 
2 For more information, see Not a Solo Act, p.56-57, by the Corporation for Supportive Housing 
(www.csh.org). 
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• Supportive services: Comprehensive services offered to residents for the purpose of 

enhancing the residents' ability to meet the conditions of tenancy and achieve housing 
stability. Supportive services must be tailored to address the specific needs of each 
individual tenant. These services may be provided directly by the Partnered Service 
Provider or by arrangement with other service providers, with coordination and oversight 
provided by the Partnered Service Provider. Services should include: (a) case management; 
(b) medical and psychiatric treatment, as needed; and (c) other supports such as benefits 
advocacy and income support assistance, assistance in obtaining other resources and 
support for residents such as child care, transportation, job training and job placement.  

  
PROJECT PLANNING: 
Describe all the steps that will be taken prior to the launch of the project to plan and prepare for 
implementation. These steps will likely include: 
• Joint development of paperwork associated with tenant referrals, tenant orientation, etc. 
• Joint planning sessions for all staff  
• Training for all staff who will be working on the project  
 
TENANT PLACEMENT: 
*Describe how the partners will work together to place tenants in the PSH units, including: 
• Number of PSH units set aside for service provider’s right of first refusal 
• Tenant eligibility determinations  
• How owner/ manager will notify service provider of a vacancy 
• Number of days (30 days minimum) service provider has to identify a qualified tenant and/ or 

fill the vacancy before losing the right of first refusal3 
• How owner/ manager will notify service provider of loss of right of first refusal 
 
TENANT SCREENING: 
• *Describe the specific process and criteria that will be used for tenant assessment and 

screening, with clear demarcation of each partner’s roles and responsibilities4.  
• *The service provider will only refer an applicant if the service provider is able to offer the 

applicant the specific type and level of support necessary to enable the applicant to meet 
the conditions of tenancy on an ongoing basis. 

• *Service provider designates a high level manager (by name and title) who will be 
responsible for reviewing and signing off on every referral. This manager should also be 
one of the signers of the MOU. 

 
SERVICE PARTNER OBLIGATIONS: 
• *Service provider commits to conduct a thorough assessment of each applicant prior to 

making a referral, in order to determine applicant’s ability to meet the lease conditions and 

                                                 
3These terms must comply with the terms regarding unit vacancies in the Regulatory Agreement with 
PDC: If a PSH unit has not collected rent from an eligible tenant for sixty days, and if the unit is not 
eligible to collect operating losses from the Risk Mitigation Pool, the unit may be rented to a Non-PSH 
Tenant, and the next available, comparable unit will be made available to a PSH Tenant. In some cases a 
specific service provider could lose the right of first refusal in fewer than 60 days in order to give another 
service provider the opportunity to fill the unit with a qualified PSH tenant 
4 This process should be developed through a joint planning process prior to the development of the 
MOU. See PSH Tenant Screening and Evictions Toolkit for guidelines and options. 
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service provider’s capacity to provide the support necessary to ensure applicant’s 
successful tenancy5. 

• *Service provider commits to work with each tenant to develop an individualized plan for 
supportive services to enable the tenant to retain and succeed in the housing. These 
supportive services, which will be made available to the tenant on an ongoing basis, will 
include (as needed):  

- assisting with move-in and orientation to unit 
- providing furniture, food, etc. as needed 
- crisis management and interventions as necessary 
- regular on-site presence (define hours and frequency of on-site and off-site support) 
- addressing tenant’s needs in a comprehensive manner to support housing retention 
- ongoing case management  
- treatment as needed: mental health and addiction services, medical treatment, etc. 

(provided either directly or through referrals to mainstream service agencies) 
• Service provider agrees to jointly review and sign an orientation checklist with the tenant 

and property manager at move-in. 
• *Service provider commits to respond immediately (i.e. within 24-48 hours6)  if the tenant 

decompensates or is at imminent risk of eviction. 
• *Service provider commits to timely notification of the housing partner if there are issues 

that jeopardize the safety or stability of the building and its tenants (as permitted by 
confidentiality guidelines7). 

• Service provider commits to creating a 24-hour emergency response system to receive 
notification and respond appropriately to problems. 

• Service provider agrees to maintain adequate staffing levels to meet the obligations 
outlined in the agreement8.  

 
HOUSING PARTNER OBLIGATIONS9:* 
• *Housing partner commits to provide safe, well managed, permanent housing for all tenants 

who continue to meet the conditions of tenancy. 
• Housing partner commits to protecting confidentiality of applicants and tenants and abiding 

by relevant laws (For example:  HIPPA, Fair Housing, Landlord-Tenant Law).  
• Housing partner commits to respond within a reasonable10 time frame to problems related 

to property management or building maintenance. 
• Housing partner commits to provide an initial orientation for new tenants to their units and 

the building. 
• Housing partner agrees to review and sign an orientation checklist with the tenant and 

service provider at move-in. 
• *Housing partner commits to give timely and adequate notice to the tenant and service 

provider of all issues that may jeopardize the tenant’s housing (according to the terms of a 
signed release of information.)  

                                                 
5 Service providers should be familiar with landlord/tenant law and the specific lease terms for the housing 
project in order to adequately assess the applicant’s ability to meet the lease conditions. 
6 The MOU should define what “immediate” means, based on negotiations between the partners. 
7 For more information on confidentiality guidelines and the release of information requirements, see the 
PSH Tenant Screening and Evictions Toolkit. 
8 For guidelines on appropriate staffing levels, see the Staffing Models page in the PSH Toolkit. 
9 In this document “Housing Partner” includes the owner and the property manager. The MOU should 
distinguish between the specific obligations of the owner vs. the property manager.  
10 The MOU should define what “reasonable” means, based on negotiations between the partners.  
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• Housing partner commits to creating a 24-hour emergency response system to receive 
notification and respond appropriately to problems. 

• Housing partner agrees to maintain adequate staffing levels to meet the obligations outlined 
in the agreement. 

 
EVICTION PROCESS: 
• *Outline the specific eviction process and criteria that will be used, with clear demarcation 

of each partner’s roles and responsibilities.11 
• Housing partner agrees to inform service provider in a timely manner of any actions leading 

to eviction before the action is taken. 
 
FINANCIAL: 
• Outline the partners’ financial commitments to this project (funding sources, etc.) 
• Outline any financial commitments between the partners (for example, funding sub-

contracts for this project between the owner and service provider and/or property manager). 
• Describe any external funding commitments that are contingent upon the fulfillment of the 

terms of this agreement. (In some cases, continued public funding for one or more of the 
partners in a PSH project may be contingent upon the effective fulfillment of the MOU.) 

 
LIABILITY: 
• Outline the agreed-upon arrangements for dealing with liability issues. (For example, 

requiring the project to be included in both partners’ insurance policies, specifying minimum 
coverage levels, etc.12) 

• *Describe each partner’s financial and logistical responsibilities in the event of damage to 
the unit or building that exceeds normal wear and tear. 

 
GENERAL TERMS:  
• *Timeline: Specify the timeline for the agreement including the effective date and the 

termination date as well as the terms for renewal. 
 
• *Termination: If either party does not fulfill the terms of the agreement, the other partner may 

withdraw from the agreement within a specified period of time. Specify any steps which are 
expected to be taken to avoid termination of the partnership. 

 
• *Confidentiality: Explain how information regarding the tenant will be handled in order to 

maintain the tenant’s confidentiality (including sharing of information among partners, staff, 
tenant’s family, and with other tenants and neighbors.)13 

 

                                                 
11 This process should be developed through a joint planning process prior to the development of the 
MOU. See PSH Tenant Screening and Evictions Toolkit for guidelines and options. 
12 If a third party property manager is involved, the agreement may require the managing agent to be 
named as insured in the service provider’s liability insurance policy as well as the owner’s policy.  
13 Any information sharing about a tenant between service partner and housing partner should be on a 
“need to know” basis, and only after the tenant has signed a release of information. Information about a 
specific tenant’s disabilities or background can not be shared with other tenants or neighbors. For more 
information, see p.98-100 in Between the Lines: A Question and Answer Guide on Legal Issues in 
Supportive Housing, by the Corporation for Supportive Housing or “Tenant Confidentiality” in the sample 
forms section of the Supportive Housing Property Management Operations Manual by the Corporation for 
Supportive Housing. 
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• Communication: Describe the specific mechanisms that will be used for maintaining effective 
communication between all line staff. (For example, identifying specific point people in each 
agency, notifying all partners of any staffing changes, making sure partners know whom to 
call in a given circumstance, etc.) Communication should occur on a regular basis, weekly to 
bi-weekly, between property management staff and service provider staff, depending on 
number of shared clients/tenants and level of services provided.   

 
• Emergency procedures: Describe the protocol that will be used for responding to 

emergencies. This should include a clear agreement on when to call 911.  
 
• Arbitration/ mediation: Explain the process for addressing disputes between the parties. 
 
 
SIGNATURES: 
The MOU should be signed by the Executive Director of each partner agency, as well as any 
other management level staff who will be responsible for overseeing implementation.  
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SAMPLE PERMANENT SUPPORTIVE HOUSING REFERRAL FORM 
 

 
Date:______________ Building: ________________________________________ 
 
Referring service organization:_____________________    Phone:__________________ 
 
Applicant name:__________________________________________________________ 
 
 
Case manager certification: 
 
The above-named person(s) is a client of [referring service agency]. Please consider them for 
admission to your building under the Permanent Supportive Housing program. The applicant fits 
the target population as defined in our Memorandum of Understanding for this project.  I am 
familiar with the specific lease conditions for this project, and after a thorough assessment of the 
applicant, I believe that s/he is capable of meeting the terms of the lease.  I have worked with 
the applicant to develop a comprehensive Permanent Housing Plan to support his/her tenancy 
and to enable him/her to meet the lease conditions. I hereby certify that I will work with the 
applicant on an ongoing basis to provide appropriate services to support his/her housing 
retention. 
 
Name:__________________________________________________________________ 
 
Title:___________________________________________________________________ 
 
Signature:_____________________________________ Date:____________________ 
 
 
 
 
 
Manager certification: 
 
I have reviewed and this referral and I approve it.  
 
Name:___________________________________________________________________ 
 
Title:_____________________________________________________________________ 
 
Signature:_____________________________________ Date:______________________ 
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INTERGOVERNMENTAL AGREEMENT 

BETWEEN 

HOUSING PROVIDER  

AND 

COUNTY MENTAL HEALTH, OREGON 

 

1. Purpose 

a. This Agreement is entered into between the (Housing Provider) and (Name) County, 
acting by and through its Mental Health Department (CMH), for the cooperation of units 
of local government under the authority of ORS 190.010. 

b. This Agreement provides the basis for a cooperative working relationship for the purpose 
of the operation of an 11-unit apartment complex.  Apartment complex will provide 
housing for persons with severe and persistent mental illness, developmental disability 
and/or chemical dependency. 

2. Scope of Cooperation 

a. (Housing Provider) agrees to: 

i. Own and make available to the CMH an 11-unit apartment complex. 

ii. Execute, through (Housing Provider)’s residential manager, leases that are in 
compliance with all applicable funding source requirements. 

iii. Obtain CMH’s approval of any proposed changes in the resident lease document 
and to submit any revisions to the applicable funding sources. 

iv. Notify CMH of any proposed changes to the Management Agreement between 
(Housing Provider) and its property management agent. 

b. CMH agrees to: 

i. Guarantee 95% (ninety-five percent) monthly economic occupancy to (Housing 
Provider).  Rent monies collected over and above the 95% occupancy rate will be 
paid to the CMH to assist in services for residents at the apartment complex. 

ii. Maintain, either by itself or through a third party property management agent, the 
housing complex in accordance with the agreed upon Management Plan and in 
compliance with applicable Housing Quality Standards and local housing code 
requirements. 

iii. Repair, at their expense, any damages that exceed normal wear and tear and are 
not covered by resident security deposits. 

iv. Assist (Housing Provider) in all marketing and tenant selection procedures in 
accordance with all applicable funding source requirements.  This includes 
maintenance of records that are in compliance with all income and disability 
criteria. 

v. Provide on site case management services to the residents of the housing complex 
in accordance with the agreed upon Management Plan. 
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vi. Obtain (Housing Provider) approval of any changes in House Rules before 
effecting those changes. 

vii. Provide (Housing Provider) with required information on tenants for purposes of 
tenant screening and for all reports to funding sources.  Records documenting 
income eligibility will be maintained. 

c. (Housing Provider) and CMH shall: 

i. Mutually agree upon any change in the use of the property subject to the terms 
and conditions of the Ground Lease. 

ii. Annually review rents and discuss any proposed changes.  In the event agreement 
cannot be reached on whether to increase rents, the final decision will be made by 
(Housing Provider). 

iii. Recognize that (Housing Provider) does not anticipate being able to provide any 
financial support for the project outside of project-generated funding.  The 
apartment complex is to be self-supporting. 

3. Operations 

a. CMH will provide $12,000 to be maintained in the operating reserve account, which also 
served as an initial rent-up reserve account when apartment complex opened for 
operation. 

b. The CMH and (Housing Provider) will mutually agree on the annual budget. 

i. If CMH, by necessity, must terminate this Agreement because it cannot guarantee 
the 95% economic occupancy, provide adequate case support to the facility, or for 
any reason, CMH agrees to successfully relocate all CHS clients from the facility, 
and provide (Housing Provider) with ninety (90) days of 95% economic 
occupancy rents after the departure of the last client to allow (Housing Provider) 
to re-rent the facility.  CMH further agrees to release any and all claims, liens, or 
other encumbrances it may have on the property, assigning any such interests to 
(Housing Provider). 

ii. If (Housing Provider) chooses to terminate this Agreement for any reason, CMH 
has the right to acquire the facility from (Housing Provider) and continue 
operations per the HOME Grant Agreement, by the payment of, or assumption of, 
all obligations, debt, or any other encumbrances on the property and the complete 
release of (Housing Provider) from all obligations related directly or indirectly to 
the project.  CMH shall also pay all reasonable costs associated with this 
transaction.  In turn, (Housing Provider) agrees to assign any and all rights it has 
in grants and loans on the project to CMH or its designee. 

4. Liaison Responsibility 

a. The Executive Director of (Housing Provider) or his/her designee will act as liaison from 
(Housing Provider) for this project.  The Executive Director of County Mental Health or 
his/her designee will act as liaison from CMH. 

5. Special Requirements 

a. CMH and (Housing Provider) agree to comply with all applicable local, state and federal 
ordinances, statutes, laws and regulations. 
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b. Each party shall be solely responsible for its own acts, and those of its employees and 
officers under this Agreement.  The parties will, within the limits of the Oregon Tort 
Claims Act, hold harmless, indemnify, and defend the other party, its officers, agents and 
employees from all claims arising solely by reason of any act or failure to act by each 
party. 

c. Record and Fiscal Control System.  All payroll and financial records pertaining in whole 
or in part to this Agreement shall be clearly identified and readily accessible.  Such 
records and documents shall be retained for a period of five (5) years after termination of 
this Agreement; provided that any records and documents that are subject of audit 
findings shall be retained for a longer time until such audit findings are resolved. 

d. Access to Records.  CMH and (Housing Provider), the State of Oregon and the Federal 
Government, and their duly authorized representatives, shall have access to all books, 
documents, papers, and records of the parties which are directly pertinent to this 
Agreement for the purpose of making audit, examination, excerpts and transcripts. 

e. This Agreement is expressly subject to debt limitation of Oregon counties set forth is 
Article XI, Section 10 of the Oregon Constitution, and is contingent upon funds being 
appropriated therefore.  Any provisions herein which conflict with law are deemed 
inoperative to that extent. 

6. Amendments to Agreement 

a. This Agreement may be amended at any time with the concurrence of both parties.  
Amendments become part of this Agreement only after the written amendment has been 
signed by both parties. 

7. Term of Agreement 

a. This Agreement becomes effective_________________ and is scheduled to terminate at 
11:59 pm on ________________ 

b. This Agreement is subject to termination by either of the parties when thirty (30) days 
written notice has been provided. 

DATED this ______day of ____________________, 200____. 

 

 

 

 

ATTACHMENTS 

 
House Rules 

Resident Services Plan 

HOME Grant Agreement 
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SAMPLE OUTLINE  
FOR  

MEMORANDUM OF UNDERSTANDING 
 

 
WHEREAS the mission of the (Sponsor) is  
 
 
WHEREAS the mission of the (Developer) is 
 
 
WHEREAS the mission of the (Property Manager) is 
 
 
WHEREAS  
 
 
WHEREAS  
 
AND WHEREAS Developer and Sponsor intend to work together to develop  
 
This Memorandum of Understanding (MOU) dated ______________ outlines the agreement 
between _______________ and _____________ (the “Parties”) at a preliminary stage of the 
development process.  When sufficient details of the project have been developed, the Parties 
intend to enter into an agreement  
 
This MOU will constitute the agreement between the Parties until such a document is executed.   
 
I. The Project 
 

Describe project 
 
 
Number of units: 
 
 
Target population: 
 
 
Target income:   
 
 
Other details: 
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II.  Project Ownership 
 
 
 
III.  Project Developer 
 

Who will be the developer? 
 
 

How will they be compensated? 
 
 

Who gets reimbursed for expenses?  Which expenses?   
 
 
Who enters into contracts with consultants?  For what services?   
 
 
Who is responsible for raising money to pay consultants?   

 
 
IV. Roles of the Parties.   
 

A. Joint Committee 
 
Will there be one? 
 
 
 
 
If so, who is on it?  What is the Committee responsible for? 
 
 
 
 
How often does Committee meet? 
 

 
 

B. Roles & Responsibilities 
 

List roles and responsibilities of each party: 
 
(use additional pages as necessary) 
 



Washington State Supportive Housing Institute 
Sample Outline for Memorandum of Understanding March 2008  3 

 
 
 

 Can either party contract with someone else to do some of these things? 
 
 
 
V. Project Timeline 
 
 
 
VI. Property Management 
 

Who will do it?   
 
 
What responsibilities will property manager have? 

 
 
 
VII. Termination 
 

How and when can this MOU be terminated?   
 
 
 
VIII. Choice of Law 
 

This MOU shall be governed by the law applicable to agreements made and performed in 
Oregon.   

 
 
IN WITNESS WHEREOF, the parties hereto have executed this agreement the day and year 
written above.   
 
 
 
 
 



 
SUPPORTIVE SERVICES PLANNING WORKSHEET 

 

 

Menu of Services Available to Residents 
 
Indicate which services will be available to residents, whether they will be on-site or off-site, and who will provide the services.   
 

  
General Supportive Services  On-site Off-site Provider 

a. New tenant orientation/move-in assistance     
b. Tenant’s rights education/tenants council     
c. Case management or service coordination     
d. Psychosocial assessment     
e. Individualized service planning     
f. Individual counseling and support     
g. Referrals to other services and programs     
h. Crisis intervention     
i. Peer mentoring     
j. Support groups (list below)     
k. Recreational/socialization opportunities      
l. Legal assistance     
m. Transportation      
n. Nutritional services     
o. Meals      
p. Art/Music therapy     
q. Emergency financial assistance (specify below)     
r. Furnished units     
s. Other (specify below)     
 
Notes: 
 

 



 
Independent Living Skills  On-site Off-site Provider 
                
a. Communication skills     
b. Conflict resolution/mediation training     
c. Personal financial management and budgeting     
d. Credit counseling     
e. Representative payee     
f. Entitlement assistance/benefits counseling     
g. Training in cooking/meal preparation     
h. Training in personal hygiene and self-care     
i. Training in housekeeping     
j. Training in use of public transportation     
k. Assistance with activities of daily living     
l. Other (specify below)     
 
Notes:  
 
 
 
 
 
 
 
 
 
Health/Medical Services  On-site Off-site Provider 
                
a. Routine medical care     
b. Medication management or monitoring     
c. Health and wellness education     
d. Nursing/Visiting nurse care     
e. Home health aide services     
f. Personal care     
g. HIV/AIDS services     
h. Pain management     
i. Other (specify below)     
 
Notes:  
 
 
 
 
 
 
 
 
 
Mental Health Services  On-Site Off-site Provider 

 



               
a. Individual psychosocial assessment     
b. Individual counseling     
c. Group therapy     
d. Support groups (specify below)     
e. Peer mentoring/support (describe below)     
f. Medication management/monitoring (specify below)     
g. Education about mental illness     
h. Education about psychotropic medication     
i. Psychiatric services (specify below)     
j. Liaison with Psychiatrist (describe)     
k. Psychiatric Nurse     
l. Other (describe)     
 
Notes: 
 
 
 
 
 
 
 
    
 
Substance Use Services   On-Site Off-site Provider 
          
a. Recovery readiness services (residents with  
      active addictions) 

    

b. Relapse prevention and recovery planning     
c. Substance abuse counseling (individual)     
d. Substance abuse counseling (group)     
e. Methadone maintenance     
f. Harm reduction services (specify)     
g. AA/NA/CA     
h. Sober recreational activities     
i. Other substance abuse services (specify)     
 
Notes:  
 
 
 
 
 
 
 
 
 
Vocational Services  On-Site Off-site Provider 
                

 



a. Job skills training     
b. Education     
c. Job readiness training – resumes, interviewing skills     
d. Job retention services – support, coaching     
e. Job development/job placement services     
f. On-site employment (describe)     
g. Opportunities for tenants to volunteer     
h. Other vocational services (specify)     
 
Notes:  
 
 
 
 
 
 
 
 
 
Services for Families  On-Site Off-site Provider 
          
a. Support group for parents     
b. Support group for children     
c. Support group for families      
d. Parenting classes     
e. Classes on child development     
f. Childcare or daycare     
g. After school care     
h. Childcare or daycare resident cooperative     
i. Children’s services (specify)     
j. Domestic violence services     
k. Childcare in the event of parent illness/hospitalization/detox     
l. Family advocacy (specify)     
m. Family reunification (specify)     
n. Assistance with accessing services for children (specify)     
o. Assistance with accessing entitlements     
p. Other (specify)     
     
 
Notes: 
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