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Overview

* Importance of Service Coordination

* Funding Models

* Budgeting Considerations

» Service Coordinator Salary and Turnover Survey Findings
* HUD Funding Breakdown

» Best Practices
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Why Invest in Service Coordination?

e Saves residents money
e Saves property money

* Improves resident health and wellness outcomes and extends
tenancy length

e Saves U.S. and State money
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Service Coordination by the Numbers

Average # of services
provided per participant*

35
3%

of residents with service
coordinators continued to
live independently in 2020

15,631

Health and wellness programs developed
Average # of chronic by SCs to address chronic medical conditions

medical conditions
reported per participant
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Turnover Report Findings

* Residents are negatively impacted during service coordinator
turnover

» Service coordinator turnover is higher than almost all other
Industries nationwide

» Stress and pay are the top two reasons for high turnover
 When a vacancy opens, it can be difficult to fill
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Funding Options

 HUD Grant
e Current NOFO (Due May 23!) or Renewals

* HUD or RD Operating Budget
* Rent Increase
» Excess Income
» Residual Receipts
* Debt Service

e Other

* Developers Fees
* Fundraising

* Health care partnerships e
» Expanding Service Coordinators Act AASC /.
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HUD Service Coordinator NOFO

* Notice of Funding Opportunity (NOFO) published in December
» Deadline to apply is May 23, 2024
* Apply for expansion or to establish new programs

* $40 million available - first new grant funding in ten years!
» 160 awards
» 3-year initial award, then annual renewals
* Expected number of applicants: <1,000!
* Expected implementation is this fall
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Budgeting for Service Coordination

* Salary and Fringe

- Direct

* Indirect

» Supplies

* Training

* Travel

« Quality Assurance

» Supplies and Materials
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Training

Fees and rates for appropriate training programs, to the extent
known. Includes the National Service Coordinator Conference and
Professional Service Coordinator Designation from Ohio State
University, among other training opportunities.

First-Year
e 36 hours of training

Ongoing
* 12 hours of training
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* Mileage and cost estimates for use of private vehicles or public
transportation as well as per diem.

* This line item includes the estimated cost of airfare required to
attend training programs such as AASC’s National Service
Coordinator Conference!
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Direct Costs

Costs such as a case management system, telephone and internet
service, printing, postage, and maintenance of office equipment, when
such costs are attributable to the SC program only.

Examples include:

» AASC Online set-up costs

* AASC Online annual user fee
 Annual AASC Membership

» ResidentConnect!

* Monthly phone connection

* Translation software or services
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Start-Up Costs

Reasonable costs associated with setting up a confidential office space for the Service
Coordinator are allowable. Such expenses must be one-time only start-up costs. Such
costs may involve acquisition, leasing, rehabilitation, or conversion of space, as well as
the purchase of office furniture, computer hardware & software.

Examples include:

» AASC Online set-up fee

Office furniture

Phone

Computer

Printer/Scanner

Tablet for mobile note taking and resident forms
Signature pad
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Quality Assurance

Quality Assurance is limited to program evaluation activities and
cannot exceed 10% of a service coordinator’s salary. If QA costs are
budgeted, the grantee must also provide an annual report from the
QA provider at the time of the Standards for Success report
submission.

* AASC and HUD highly encourage QA QA l =

QUALITY ASSURANCE

 Should be service coordinator
specific

* Can serve as a resource and support
for SCs in addition to oversight




Salary and Fringe Benefits

 Average full-time service coordinator pay is $24/hour

» Average benefit cost to employees for civilian workers was 31% of
total compensation costs. This considers 18 benefit costs including
paid leave, insurance, retirement and legally required benefits such
as social security, Medicare and workers’ compensation.
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Salary Survey Findings

e 2023 Salary Survey Report
 Emplaying Service Coordinators - A State-by-State Guide
* Results Dashboard
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Other Opportunities to Support SCs

* Flexible Schedules

 Stipends

* Mental Health Days

e Supportive Services Funds
 Culture of service and collaboration
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Service Coordination Advocacy

* Expanding Service Coordinators Act

* Annual Appropriations Bills (Transportation, Housing and Urban
Development and Related Agencies Budget)

 AASC Resources - Case Studies, Fact Sheets and Reports
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Funding Sources

o
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Operating funds Grant funds



Grant Funds -

Grants
Specialists




Operating Funds

Properties that have a Section 8 Housing Assistance Payments (HAP), and do not have an
active Service Coordinator grant, and to Section 202 properties with a Project Rental
Assistance Contract (PRAC). For these properties to be able to use operating or residual
receipts funds (i.e., any Multifamily funds) to fund a Service Coordinator program, the
requirements below must be met. These requirements also apply where an owner decides to
close out a Multifamily Service Coordinator grant, and include the costs in operating, or use
residual receipts. Section 811 PRAC programs are prohibited from participation in MFSC.

To receive initial approval to pay for a Service Coordinator program from project funds, you
must submit form HUD-91186 to den.incoming@hud.gov with the information for years 2
and 3 X-ed out for Account Executive to review.

Thereafter, you must submit a completed HUD-91186A with each budget-based rent increase
request, and with each contract renewal request.



mailto:den.incoming@hud.gov

Grant Funding

 When funds are available for new service coordinator programs, HUD makes those funds available through a
Service Coordinators in Multifamily Housing program Notice of Funding Opportunity (NOFO)

 NOFO is for an initial 3-year term and provides annual extension funding subject to the availability of funds.

* Annual extension funds are to be used only to meet a critical need. A “critical need” means addressing a
need that cannot be met through other funding resources

* Inthe event of extension funding delays, owners may access available Reserve for Replacement funds and
reimburse it immediately once they received their annual grant extension funds

* Subject to the availability of funds, HUD may universally apply an increase based on the most recent Cost of
Living Adjustment (COLA) per the Social Security Administration, which is issued every October on their website



CI'VICEC LOoOordimdtor n€quireincIiits

e SC hours must be consistent with the assisted resident population. In general, a ratio of one fulltime SC to 50 to
100 residents is reasonable.

* Bachelor’s degree or appropriate work experience
 Knowledge of and training in elderly and disability services
* Knowledge of referral process
 Demonstrated working knowledge of local services for the elderly and people with disabilities

e 2-3 years of social service delivery experience. Preferable for service coordinators to have direct experience
working with elderly people or people with disabilities



To register as a new organization in HUD’s system, there are several steps that need to be taken in a specific order

Secure Systems

GrantSolutions

ELOCCS



Register the organization with HUDs internal
portal secure systems through online

application to receive User ID and password

Please note that the Coordinator must assign
the Coordinator ACTION and then the Query
(QRY) and Administrator (ADM) ROLES to
themselves and then they may assign QRY and

ADM roles to other users.

o

Secure Systems

User LOgiI‘l faq | heln | search | home | logout

You must login at least once every 90 days to maintain an active ID. If you do not login again before2 Jul 2024, your ID
will be automatically deactivated. If your User ID is deactivated, please contact the TAC to reactivate your ID.

Legal Warning

Misuse of Federal Information through the HUD Secure Connection web site falls under the
provisions of title 18, United States Code, Section 1030. This law specifies penalties for exceeding
authorized access, alterations, damage, or destruction of information residing on Federal
Computers.

Warning Notice

The Secure Systems security access software supports Internet Explorer 7.0 browser. Other
browsers may not be compatible with this software.

Message of the Day

Welcome to Secure Systems

Content updated January 6, 2018 ° Back to Top

@ 1.5, Department of Housing and Urban Development
451 7th Street 5.W., Washington, DC 20410
Telephone: (202) 708-1112 TTY: (202) 708-1455



&
GrantSolutions Department of Housing and Urban Development

Grant management services for HUD grantees.

Grants Management Module is used to access Welcome Jasmine Baker

grant information, upload documents, submit BELCLEEELCED

reports, and apply for renewals.
To create an account grantees must submit the .
Grant Recipient User Account Request Form Gra I‘ItSOlUtionS Se rVICES
including:

 Rules of Behavior

N =@ il

| | SR

e Account Request Form

. . Bl Dashboard GMM RDI
Send via fax or electronically to e

help@grantsolutions.gov



LOCCS is HUD’s primary grant disbursement system,
and grants are disbursed using the online eLOCCS
system. eLOCCS is accessed through Secure

Systems.

Complete form HUD-27054E (eLOCCS Access
Authorization Form) and send to the Grants Specialist

by email or mail

el OvCCSs U5, Departrment of Howsing OMB Approwal Mo, 2535-0102
‘opment

and Urban Dewel

Access Authorization Form

exp. DES1/2025)

See Instructions, Public Bandan, and Privacy Sct atatements befors completing this Pormn.

BUSIHESS PARTHER [grantees] - Please review the guldance on PAGE 3 for complation of HUD Tonm Z7054E. Thare s & MARNDATORY REQUIREMENT
Tor 3 MOTARY, signature & seal, for ALL Torms submitted reguesting “Mew Uiser, Rainsiate Usar, and Changing Secure Systems ID7. Once compistad - Send
HUD Torm 270S54E via Secursd Emall o the HUD Program OiMcer assignad to your organization. Al fisdds muest e typed in except for signaturss and initals.
HLUD PRO-GRAM OFFICER - Please review al applications for accuracy then submit HUD formis) 27054 E, securad via WInZp, o the designabed INTERMAL

emall address proviged Tor 270S4E HUD FORMS.

1. Typs of Funcon=) 2a. Secure Sysisme 1D Zh. Naw Securs systems D
[ . Mew vesr [0 = acd cr Asmove Program Area(sh
[ =- Acinsiaio user [0 = acd cr Aemove Taz 4D Mumiberis)
0 = i 0 v 2 pecial Inctructons for " oh =
[ 4. change Tecure Tychems D [0 = otnes: I Ter i ".‘n-.“:h_ N '
F. Authorzed Usar's Names Title (mandastory) OrMce Telep NumDsr
Last Mame First Name Al area oode and extenclon H appdicabie]

Complete Mallling Address

FereonalSusiness amall mual contain e name of the

| applicant Geaneric emalls are not accapied

4 Aufhorizationa [s8e next p ]

Humiber of Authorzation

Required Tor Hew Usar, Rsln Usar, Revias Authorization and Terminate wasr funciicns_ Aftach omne or meons FPapes Atiached
authorization papess as neaded. Record the number of atiached pagss bto the rght The Approwimg OTMMclal and HUOD I I

Program OMce POC should Inltial sach paga.

5. auvthorzed Users Skpnaturs imust be logibio]

Dats (mmdadiyyyy)

I authorize the person dentiflled above o access 2L OCCS via HUD's Secune Sysiems.

S OO s Approving Officlal Hams Tibe T- Hotary musct b= differsnd froen the ucer
Last Mama First Mame (5] and aporoving offfclal] Seal, Skgnaturs, and
| | | | | | | | Dabe Mofarized immddiyyyy)
Fersonalsusinesa amall musl contabn the nams of the applcant Secura Systams Daar 10
Generc camalla ars nof accepisd {rnandabory)
(=0 B Q@ Address Office Talephone Numib-sr
| @ oode)
Approving Offcial™s Signaturs imsct be lsgibss) Date (Mmmiddiyyyy]
. HUD Program OmMice Polnt of Contacts Name Ttk
THUD Programr Oiflces muct be reglichersd In LOCCE Web ac a woea)
La=t Mams First Hame RAL | |
GRl]

OMce Telsphomns HUumbDer nolu cs arsa oade]

HUD Frogram OTnce Point of Contact s Signafure (must b= teaibia)]

— |

Date (MMmdadyyyy )

o, oo anonrsgned. corily Gndor penaky oF Doy That e inianmason Do 0nd Sboen 5 oD Snd Cormect W ATFERIING . B crn e Kicrsi Nsly Sotimies & (A5G CLm of makns & (a0 SIasn e
= subject o criminal andior civl penalios, ncleding confinaemant for wp do S peans, Tnes, and cvl and sdednisirnative pecalies (18 LS. O 5.-5-2!" 1004, 4080, 1042 1044 34 ULE C. §E3706, SS07)

FPrevicus exdbors ans chsoiebs.

Form HUD-ZT0S4UE (1230230

Fage 1 of 4



Ihigible Costs

e Salary
* Fringe Benefits
* Indirect Costs
* Quality Assurance
* Training and Travel
* Supplies and Materials

* (QOther Direct Cost



Indirect Costs

Under 2 CFR 200.414(f), applicants/recipients who have never had an indirect cost rate may
claim a de minimis rate of 10% of Modified Total Direct Costs (MTDC), without negotiations. Any
amount above the 10% would require a federally negotiated rate.

Eligible Ineligible

Building-related expenses that are being
reimbursed through
operating subsidies.

Administrative Fees

Accounting

Utilities for Service Coordinator office Usual audit and legal fees

Increasing management fees



Other Direct Costs

Eligible N Ineligible
e Supervision performed by property
management staff. (Management

fees already pay for such supervision.)

« Start-up Costs includes one-
time costs associated with
setting up office space

e Cost overruns associated with

* [tems such as telephone, _ _ _
creating private office space

Internet, printing

» Office equipment leasing



Quality Assurance

Required Information Ineligible
e Title of the professional performing the QA e Usual audit and legal fees
 Number of hours used and rate e Application preparation and submission

* QAis limited to MFSC program evaluation e Charges above 10%



Training and 1ravel

Eligible Ineligible

* Training ticket/registration fees * Courses for management/staff who do
not directly provide Service Coordination.
* Per Diem for meals during trainings
 Restaurant meals/travel not associated
* Costs for transportation to and from with approved training and/or not
training included in the approved budget



upplies anc

Eligible Ineligible
* Post its, pens, paper * Equipment not required by the
* Folders, clips, binders Service Coordinator.
* Printer Supplies (Ink and toner) * Food and Beverages

e @Gifts to residents or staff



e HUD-91186A — one year budget form

* Grants only: HUD-50080-SCMF, submitted semi-annually. Reporting period 1: January 1 —
June 30 (report deadline: 30 days after the end of the reporting period — July 30)
Reporting period 2: July 1 — December 31 (report deadline: 30 days after the end of the
reporting period — January 30)

e Operating and Grants: Standard for Success (SfS) Annual Performance Report, submitted
annually. Reporting period: October 1 — September 30 (report deadline: October 30)

e Operating and Grants: Quality Assurance Report, submitted annually (if applicable). Reporting
period: October 1 — September 30 (report deadline: October 30)



1 A B © ] E G H 1 1
i | | 4z |2 Line Item Ezpenses: 4. Appl of Funding 5 to Specific Ezpense Items:
4 | | ' a. SalaryiDirect Labor - Rate per Hour Mumber Estimated Amount Amount Other A bl d Total All
5 * * US DEPARTMENT OF HOUSING & URBAN DEVELOPMENT i3 | Please Identify Positions [eg.'SC or ‘Aide’) and Professional Licensure (e.g ™S4 P of Hours Annual Cost MFSC Grant Sources N ‘_pprove Sources
-]
T | I | | HUD Form ST126-A 14 | Full time Service Coordinator -SC, Masters Degree 4213 1040 43,815 43,815 43,415
3 15 |Experi 5 years related experi
3 16
- Dwner [Applicant] Legal Name: Sample Apartments, LLC UEIMOFETFDIES EIN: 911021618 ‘7
13
. Owner (Applicant) Address: 407 Sample Awve. Ste. 23, Sample St, WA 33015 19
12 20
B 1. Project Information: Steare prowise the fnfnimation o eveny araicat Sobaed i pour request a
22
Project Type A MFSC Grant A HNumber of " n n
Project Name and Address e AU ER S M o ::'r:b‘:'lp""“' Number 33':::': g Subsidized Rental| - — — — —
; . ubtotal Salary!Direct Labor Costs ; : ;
S T s Section 8 TR MFr?;:z:u:;:; WAZETTIIEE e g ¥ P ! Fiate for Estimated Amount | Amount Other| _ HUD Total All
15 | Sample Apartments ection -T1- f decorib benefi e luded TEe i ) -
v (907 Sample e e 25 " c.:;f; and all and tazes specify bases for Cal:;l:::mg Cost Base Annual Cost MFSC Grant Sources ,.",\-ppro"ed Sources
17 | Sample St WA 95015 26 | Social Security B.20% 435815 277 2717 277
15 21 | Medicare 145% 43815 £35 B35 B35
18 25 | Federal Unemployment 5003 7,000 420 420 420
20 24 | State Unemployment 0,805 43815 334 394 394
2 30 | Worker's Comp 1452 43,815 £35 x5} B35
22 31 | Short Term Dizability 033 43,815 145 145 145
25 32 | Long Term Disability 0,435 435815 215 215 215
24 35 | Medical Benefits 0.003 400 - - -
25 Total # of Residents Served in this Proposal: 43.00 54 | 400k [Employer's matching contribution) 400 43815 1685 1685 1585
26 35 - B
If the SC will serve multiple eligible projects, list the individual projects and state the 36 Subtotal Fringe Benefits Cost E245 345 E345
proportionate amount of time planned at each site. c. Quality Assur {Program - . HUD
& Femember that QA costs cannot exceed 103 of Salary/Direct Labor Costs (item | Rate per Hour :Iu:bel AEsun;::ledl M:ST:D;m ; Amsounl Wi Approved ;olal ]
Be sure to include all SC acti =, whether funded by the MFSC grant, Budget-Based 3 |24 e LI DIUSLEDE Lan IS Adi UGS
funds or Other Sources -- this listing should reflect the full scope of services offered, 35 | Provided by Master's level professionals [MS' or LLPC) via Management Agent 100.00 26.00 2600 2,600 2,600
reqgardless of the source of funding.
23 33
40
Project Mamesz: Mumber of Hours per Site ‘“
23
50 | Sample Apartments 1.040.00 42
H - 43
32 44
33 45
34 46
35 47 o -
1] N 45 Subtotal Quality Assurance Costs 2&00 ZR00 2,800
Total Number of Hours at All Sites: 1,040.00 d. Traming - B HUD
31 ! 5 5 5 5 5 = Estimated Amount Amount Other Total All
33 . t“:'I;llsl Fees and rates to the extent known and provide basis For the projected Cost Basis Quantity Annual Cost MFSC Grant Sources l}‘\-ppmued Sources
Signature: i e Date: 50 | AASC Conference or equivalent 1.000.00 100 1,000 1,000 1,000
& Jamis Buslar atti2024 51 | NHE Conference of equivalent 30000 [ 30 300 300
40 Contact Name and Title: Jazmine Biaker, grants Specialist 2
_ Aol 53
4 Phone: 995-393-3993Ft 3 Email: jamie butlens smpleapts com




Drate of el CCS Request [mrmddcdf o]

Period Cowvered bu this Request

YWoLicher Fumber

R N

. Budget Line lkermn

10710 Salarw

1020 Frimge Bernefits

1040 Clualite Sssurance
1045 Training

1050 Trawel

1055 Supplies and Haterial=s
1060 Start-up Costs

1065 Cther Direct Costs

1070 [rndirect Costs

5. Total

E. Expense Information

Date oF

LOCCS BLI Hurmber [Use nurmbers E xpens==Billing
shown in cells A12-428] Cate

From [momdddysss]:

F0.00

F0.00

F0.00

F0.00

$0.00

F0.00

F0.00

F0.00

F0.00

E xpern=aflternn Description

$0.00

To [marmd o] :

-

Summanry Tab 1 Tab 2

Tab 6

Instructions

!:lal:e_F'aicl [iF paid

lvoice, account. or check number montdgquarter]

Example



SIS Submission Confirmation Page

Everett Housing Authority = Evergreen Court

{
F

metrics

Organization Name: Everett Housing Authority
Property Name: Evergreen Court
Property Address: 10809 16TH Ave S5E, Everett, WA 98208

Report Submitted by: Shannon Atkins (Supervisor) (RSC Supervisor)
Report Submission Date/Time: 10/29/2021, 3:39 PM CST
Report Date Range: 10/1/2020 - 9/30/2021

HUD Contract #: WA195951002

Included in SfS Submission:



In accordance with 2 CFR 200.333, grantees should keep all records for a period of 3 years starting from
the date of the last draw down request. These records will include:

Client files
Program files
Voucher requests and supporting documentation
Quality Assurance evaluation reports

Reporting



* |ncorrect or obsolete forms

* Labeled incorrect
 Wrong section completed
* Signature in the place of initials
* Incorrect Secure Systems roles
* Not enough detail on Expense Report

e Signature/initial dates need to match the day it was notarized

* All Grantsolutions forms should be sent to Help@Grantsolutions.gov for processing



INCIreasc NequestLs

Grant Funds
Subject to the availability of funds, HUD may allow for reasonable increases, on a
case-by-case basis.
To be considered for an adjustment, grantees must attach a separate document via Grant Notes. The attachment must be signed
and dated by the authorizing official and must detail the budget line items for which an adjustment is being requested, the
related costs, and a justification.

Will be reviewed by GS and HQ for available funding, eligibility and reasonableness and approved/disapproved



INCIreasc NequestLs

Operating Funds

Regarding allowed annual increases to Service Coordinator program costs:

At this time, the language on forms HUD-91186 and HUD-91186A in respect to 3-percent increases does not
apply, nor does the annual increase percentage allowed for grant-funded programs. Increases should be
based on reasonable increases to program expenses and should reflect the same increases as projected for
other operating budget expenses, such as salary and benefits.

NOTE: We understand that other program policy, such as, limitations on available rent increase options,
could impact the owner’s ability to obtain rent increases.

Comparative data

Case by case where is it competition, and more.



Budget Hours

Grant Funding
Justify with note uploaded to GrantSolutions and Completed Reallocation form

Reqguest for Reallocation of Grant Funds

Please use this form to explain the reguested reallocation of gramnt funds from one budget line iterm (BLI1)

to another. This is mnot reguesting Nnewvw Mmonaey, but only to re-allocate what is in your current approwed
budget.

Date: Click here to enter text.
Gramnt Numiber: Click here to enter text. Organization: Click here to enter text.

Contact: Click here to enter text. Contact Number: Click here to enter text.

Grantese must describe thhe reason for redistribution of fumnds:

RO Aurrncennrt o e LS ]
Budget Limne Ttem (BLI) Re—allocated Budget Lime Ttemne (BLI)
Example: 1065 TS0 A OA o
Click or tap here to enter text. Click or tap here to enter text. Click or tap here to enter
Text.
Click or tap here to enter text. Click or tap here to enter text. Click or tap here to enter
texit.
Click or tap here to enter text. Click or tap here to enter text. Click or tap here to enter
Ttexit.
Click or tap here to enter text. Click or tap here to enter text. Click or tap here to enter
Ttext.




When can an increase be requested?

Submit with renewal or rent increase

Operation Funds

Can you increase throughout the year?

Yes, if you do not need a rent increase. If

property has sufficient funds in operating

to do so. Mid-cycle rent increases are not
typical however,

Chapter 8 of the 4381.5, states the owner
may request to use residual receipts to
offset the SC cost. If funds are depleted,
they may request a Special Rent
Adjustment (S8 only) provided certain

conditions are met.



Non-compliance

* Any use of funds for a purpose other than as authorized by HUD

* Breach of or noncompliance with relevant laws, regulations,
administrative program policies, or other documents approving the use of
project funds

* Any misrepresentation in a funding request that, if known to HUD, would
have resulted in the funds not be provided

* Unresponsive



HumanGood Overview

BY THE NUMBERS OF LIVING ACCOMMODATIONS

Life Plan Affordable Total
Communities Housing
Communities
California 12 54 66
Pennsylvania 3 35 38
Washington 2 9 11
Delaware 0 1 1
Massachusetts 2 0 2
Oregon 1 1 Z @ Life Plan Communities
Nevada 1 0 1 Affordable Housing Communities
|dah0 1 0 1 . .c'll'.‘.'l'l'lI'I'II.II'Iii'}ar Suppuri Center
gl s Arizona 1 0 1
A Total 23 100 123

Approximately Total Residents Served: 15,000



HumanGood Affordable Housing

= HumanGood is the sixth-largest nonprofit senior living provider in the country

* Three Business Lines within the Affordable Housing Department

= Property Management - focuses on diligent fiscal and asset management, compliance and
maintenance of our communities.

= Development - focus on the growth of our affordable housing mission to serve more seniors in
underserved communities. Also focus on redevelopment of our exnstmg communities, to ensure
they remain attractive and safe for our -
residents.

= Resident Services - enhancing the lives of our residents
through enriched services




Purpose of Resident Services

* To create interlocking services that transforms basic life_-
enrichment activities into a solid infrastructure that
enhances wellness and supports functional
independence of our residents

» Seek out and expanding partnerships with county
providers, community based providers,
educational institutions and health care providers



Resident Services Department

HumanGood Affordable Housing Resident Services Organizational Chart As of 4/1/2024

W.P. of Resident Services
Linda Coleman

= == = /P of Resident Services
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Operations and Resident Services as Partners

= Mutual understanding and appreciation of each
position’s roles

= Willingness and commitment to a collaborative
approach

= May at times approach a situation from different
perspectives

» End goal is the same for all team members, the
welfare of the resident

“We are partners who respect and trust each other”



Resident Services Agreement

= Purpose: to define roles, responsibilities, and
interactions to help promote a solid team with the
goals of addressing residents needs

*= Reviewed and signed by the Administrator, Regional
Property Supervisor, Resident Service Coordinator, Life
Enrichment Coordinator and Resident Services
Supervisor

= Completed each time there is a new team member in one
of the above positions

RESIDENT SERVICES AGREEMENT

AFFORDABLE HOUSING COMMUNITY:

This Service Agreement (SA) helps define roles and interactions to help promote a
solid team with the goal of addressing resident needs and providing the best quality of
life for all residents. HumanGood’s| mission is to redefine the meaning of aging well for
our residents, and deliver products and services that offer opportunities to pursue
engaged, and purposeful lives. HumanGood strives to enable residents to live in their
homes for as long as possible by coordinating appropriate supportive services.
HumanGood Affordable Housing has a unique reporting structure to help foster such
services.

The Community Administrator (Admin) and the Resident Service Coordinator (RSC)
are both professionals whose special positions enhance the lives of residents and add
to the welfare of the community as a whole. The Admin is responsible for the healthy
operation and maintenance of the entire housing community as well as the safety and
security of the residents. The RSC expedites service management within the housing
community. The RSCs are skilled and trained to assist in the identification of resident
needs and accessing community services and support systems fo address these
needs.

The Resident Services Supervisors (RSS) and Regional Property Supervisors (RPS)
will work in partnership and collaboration to bring high standards of services and
residents’ satisfaction to the communities that they jointly oversee. This is to assure a
harmonious team environment and culture amongst the team members of the
communities.



Collaboration between Operations
and Resident Services

Reasonable Accommodations
Lease Education

Lease Violation Resolution
Partnerships

Food Bank and Distribution
Foundation Requests
Donation Requests

Holiday Parties and Special Events
Incident Reporting

Programs

Presentations

APS Reporting

Budget




Resident Services Funding Types

* Budget Based - 84 communities
= Cost of the Resident Service Coordinator is built into the communities
operating budget
= Grants - 16 communities
= HUD Grants

= |WISH (Integrated Wellness in Supportive Housing)

= Pilot ends in September 2024 and HumanGood will be applying for the
Resident Services NOFO to sustain the Wellness Director positions

= Qther Grants




Implementing a Resident Services
Program in New Developments (Budget Based)

= Resident Services is involved from the beginning

* Resident Services works collaboratively with development to complete the application of funding for the
new development

*= The application entails a section on Resident Services where we have to complete a Service Plan that
incudes:

= Target tenant population
= Referral partners
= Commitment letters
Service delivery strategies
Training plans
Staffing
Supportive services budget
= Salary, benefits, training, travel, supplies, etc.
Funding history
= Measurable outcomes
= Plan for evaluation




Resident Services Budgets in
Existing Communities (Budget Based)

= Resident Services submits a yearly budget to Property Management
= EXpenses include:
= Salary and benefits
Quality Assurance Fees
Training
Meals
Travel
Supplies
Membership Fees

= Property Management enters the Resident Services budget into theila
budget worksheet

= Budgets are reviewed by our Asset Management team and then
submitted to HUD and/or investors for final approval

= Resident Services is notified once budgets are approved




Grants

= HUD Service Coordinator Grants

= Applied for a NOFO (Notice of Funding Opportunity) over a decided ago
through HUD and was able to secure 11 grants

= Grants are renewed on a yearly basis

= Budgets are submitted to the Grant Specialist annual for review and
approval

= Other Grants

= Building on Networking and Relationship are key to learning about grants
= Determine where grants are needed
= Communities with no resident service coordinators

* |n March 2024, the Seattle Office of Housing awarded funding for three
full-time Resident Services Coordinators at HumanGood




Budgeting for Resident Services

Salary
= Salary Surveys, Salary Comps, U.S. Bureau of Labor Statics
Fringe

= Asset Management provides the estimated fringe (FICA, Workers Compensation, Health Insurance, Retirement, and
Unemployment Insurance)

Quality Assurance
= 10% of total annual salary
Training
= Estimate all the costs for conference registrations and webinars

Travel
= Estimate costs for flights, meals, transportation, etc

Supplies
= Usually budget around $500 per year.

Other Direct Costs
= Database cost and membership fees




How to Make Changes to Budgets

* Budget Based

= Communicate with Property Management and Asset Management on
the changes that are needed

= Property Management to submit the request during the contract renewal
process

= Rent increases

* Find alternative funding revenues to cover expenses (moving funds in
line items, foundation, etc)

= HUD Grants

= Work with Grant Specialist
= Request an increase during the annual budget submission




Quality Assurance?

= Ensures the Resident Services Program is being implemented, monitored and evaluated effectively

= Quality Assurance Tasks:
= Monitoring service coordinators’ activities
= Reviewing service coordinators’ files
* Providing technical assistance and guidance Tﬂ“ﬁf:mw‘m;jp‘gm
» Setting goals and completing program evaluations
= Developing supportive services plan and property-wide profiles
= Helping the service coordinator establish and sustain partnership
= Privacy of residents

= Quality Assurance professionals are directly hired or contracted by the property owner or
of the corporate management team

= Recommended Qualifications of a Quality Assurance Professional

= Bachelor’s degree in Social Work, Gerontology, Psychology, Counseling, or a related health care field, although any other bachelor’s
degree is acceptable with relevant social service experience; master’s degree is preferred

= Training in the aging process, elder services, disability services, and other issues specific to understanding the population that the
service coordinator position serves

= Two to three years of experience in social service delivery
= Demonstrated working knowledge of supportive services and other resources in the area served by the project
= Demonstrated ability to organize, develop outcomes and appropriate outcomes measures, problem solve, and provide results



Quality Assurance

= Quality Assurance is an allowable expense through HUD
HUD approval is needed prior to collecting fees
Can collect up to 10% of the Service Coordinators salary

= (Quality Assurance Reporting

Must report activities and the results to HUD on an annual basis

Reports are submitted to HUD along with the Standard for Success Report
Topics covered in the report:

Accessibility to the residents, including sign indicating the service coordinator’s contact information, and office hours
Whether file storage is effective and secure, including password protection for electronic files

Resident files are organized and containing intake forms, assessments, consents for release of information, supportive |

services plans, progress notes, etc.

Whether references to community-based providers are kept in an organized fashion

Documentation of requisite training topics and hours for the service coordinator.

Outreach efforts and wellness activities conducted or arranged by the service coordinator

Situations where the QA professional provided technical assistance with difficult or unique resident situations.
Results of surveys of management and/or residents regarding the service coordination program

Review of supportive services partnerships developed in the community.

Adherence to standards in the Privacy Act of 1974.

RESIDENT SERVICES QUALITY ASSURANCE REPORT

Resident Service Coordi

Community Name

#of Apartments

Reporting Period

Project #

DUNS#

y identifiable, accessiole

and privat

fvate?
REC office hours are clearly posted omtside of
office?

RSC filas kept locked and confidential?

“Exochures and comumumity resources are
accessible and avsilable to residents?

Have 21y new prozrams been sstablished in the
communiry?

1s the RSC full time?

ofo|jlolog|o|o| o

T the REC 2dhering 1o wendards in the Privacy
Actof19747

= of residents with an ADL

= of frail elderly residents

% of atrisk elderly residents |

© | Defimition: residems deficient in 1 or 2 ADLs

All other

o | Definition: residents with no ADL’s or
responded ss unimown




How to Advocate for Additional Staff and Hours

* Recognize the need for additional staff at community

= The number of residents versus Resident Services Coordinator

= For Example, the NOFO states 1 full-time RSC should serve an average 50-60
elderly residents and/or person with disabilities.

= |ncreased Health Needs
= Behavioral Health requiring intensive case management

* Collaborate with Asset Management, Regional Supervisor and
Onsite Staff
= Determining current budget for RSC
= Advocate
= Conducting research on compensation in the area
= Asset Management determines community fund availability
= Approvals are sent to HUD and/or investors depending on community




How HumanGood Supports Resident Service Coordinators to
Reduce Turnover

= Salary compensation is evaluated on a consist basis

= Culture of Resident Services Teams
= Monthly department meetings
= Mentorship and Support from Supervisors
= Vital Connections

* Opportunities for professional growth
= | eadership programs
= Encouraged to attend industry conferences and trainings
= Tuition reimbursement

= Flexibility with schedules



Supportive Services Funding

* Purpose:

= Section 202 PRACS: Supplemental funds for programming and
services that facilitate independent living

= HUD Notice H-2023-02 was published in February 2023

= Qperating budget may include up to $15 per unit per month for direc AT
provision of supportive services

= RAD for PRAC conversion: an additional $12 so $27 per unit per
month


https://www.hud.gov/sites/dfiles/OCHCO/documents/2023-02hsgn.pdf

Supportive Services Funding

= When to apply for funds?
= During Budget-Based Rent Increase

= What is needed to apply for funds?
= Supportive Service Plan

Demographics of the community

Health Conditions

ADL's and IADL's

Supportive Services

Community Based Programs

Budget

Examples can be found on LeadingAge’s website

Sample Supportive Services Plan #1

[Property Name]: Supportive Service Plan
[Date Range for the Plan (2024-2027)]

[Property Name] serves [#] of low income alder adults in [geographic area]. Az mission-driven affordable

senior housing providers, we are committed to supporting our residents as they age in our community
with independence and dignity.

1. Understanding our Resident Population Through Resident Assessments
Our Service Coording anduct initial and sngaing valuntary assessments of residents to

understand the health conditions and se s needs of our resident population. These as:

are conducted [guarterly
needed an
Activities of Daily Living (ADLs) and Instrumental Activities of Daiky Liv g). At the end of the
fiscal year, the a sment results are aggregated and submitted to HUD [wia the annual Standards
fior Success reporting process]. This information s also used to generate a Property-Wide Profile.

[phone or in-person] interview with the use of an interpreter as
of health conditions and needs related to independent aging, like

COVET @\

« Demographics of the Community
% [Age, Gender, Race/Ethnicity, other statistics]

= Health Conditions
% [Hypertension, Arthritis, Bac
Impaired, Cataracts, Asthma, C

vine Problems, High Cholesteral, Diabetes, Bind/Visually

* ADLs and IADLs
% [Eating, Bathing, Grooming, Dressing, Transferring, Toileting, Ambulation/Locomation]
% [Ability to Use Phone, Handling Finances, Housekeeping/Laundry, b Aanagement, Meal Frap,

Shapping, Transportation]

2. Meeting the Needs of Our Resident Population

T rrently serves [##] residents, including [%] with [high nee
ons]. The property” oordination program currently s
full-time/part-time] Service Coordinators to connect id o the s
broader community and to arrange for property-based services. These Service Coordinators are
funded [out of the property’s budget/via previous HUD grants/other funding mechanism].

one or more ADLs/two
upports. [#
vices provided in the

i

+ Resident Outreach: Our Service Coordinators conduct outreach to residents by calling residents

on the phone, conducting “house ¢
|f-selection. In [Calendar Year 2023], [%] of our residents were

" and utilizing a group email service that is available in

multiple languages of resident
engaged with the Service Coordination program, and [#] participated in supportive services
programs offered at the property throughout the year. In addition, our team of Sarvice

Coordinators attempts contact with every non-participating resident [once per guarter via



Supportive Services Funding

= How the funds can be used:

= To Individual residents:
= Meal and food services

= Housekeeping aid
» Personal assistance
= Provided to entire community:
» Transportation services
= Health-related services
= Social Interaction programming
= |ndividual education and counseling

= How funds cannot be used:

RSC compensation
Housing costs
Direct costs of medical services

Internet in apartments or resident
computers

Promotional materials
Admission tickets
Party refreshments
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