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Comprehensive Mobility-Related Services (CMRS) Guide 

Comprehensive Mobility-Related Services 
(CMRS) Guide  

Version 2: September 30, 2021 

Note: 

This is considered a final version of the CMRS Guide. Small updates will continue to be made, but no 
additional substantive updates are planned for the program model prior to the launch of the pilot and 
first year of implementation.  
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CMRS Orientation 
Approach to the CMRS Model 
 
The CMRS model outlines the services provided to families in the Community Choice Demonstration. 
The CMRS Guide offers a detailed explanation of the CMRS Model and how the model is used in 
everyday practice. The model is a culmination of the research and best practice-based evidence that 
describes how to help families with vouchers move into, and maintain residency in opportunity areas.  
Where research and best practices were limited, the model takes a transtheoretical approach to 
building the program’s services model.  
 
The transtheoretical approach incorporates theories from systems theory, social constructionist theory, 
and humanism. These theories are further operationalized in techniques and approaches incorporated 
into the model, including the strengths-based approach, the human-in-environment framework, and 
motivational interviewing. Each of these theories, approaches, and techniques help to describe how 
program staff should orient themselves towards working with families. This orientation is evident 
throughout the CMRS Guide as well as the program’s training materials. The table below offers a 
definition of each theory and its application to the Community Choice Demonstration model.  
 
THEORY AND APPLICATION TO THE COMMUNITY CHOICE DEMONSTRATION MODEL 

Systems Theory: Behavior is influenced by a complex set of factors that work together in a system, 
and these systems impact how people think and act.  

• Where a person lives has a big impact on their life. 

• The program should seek to mediate negative systems and protect positive systems through 
moves. 

• The voucher program is being reimagined through the Community Choice Demonstration to 
help clients succeed. 

• Some clients’ individual barriers are rooted in oppression. 

Social Constructionist Theory: People are the products of their environments and their 
interpretation of that environment. 

• People are the experts of their situations and can only be understood within their self-defined 
environments. 

• In order to help a client take action or adopt new behaviors, practitioners must work from the 
client’s perspective. 

Humanism: People have self-determination and take an active role in the development of meaning 
in their lives. 

• Clients should be treated with dignity. 

• Clients have self-determination and ultimate control over their lives. 

• Practitioners should highlight the strengths a client brings to their situation, in addition to 
their challenges. 

 
The activities that make up the CMRS model are further described in the program logic model on page 9. 
A visual representation of how families move through the program is also available on page 13. 
 

Purpose of the CMRS Guide 
The CMRS Guide describes how the Community Choice Demonstration staff should deliver services to 
participating families. All families that have been randomized into the treatment group of the 
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Community Choice Demonstration must be offered a set of services called “Comprehensive Mobility 
Related Services.” Families do not have to use all of the available services. Families randomized into the 
control group for the Community Choice Demonstration may not receive the services described in this 
Guide.  
 
The additional materials –the Client Binder, Renter’s Workshop, Housing Search Workshop, and Banking 
and Budgeting Workshop– are examples of the materials that sites may choose to use for their own 
program.  
 

How to Use the CMRS Guide and Materials 
The CMRS Guide is a reference tool for program staff to use in performing their activities and daily 
functions. The Guide details the activities performed by program staff for each phase of the program, as 
well as protocols on Program Oversight, Inactive Clients, and Removal from the Study. Each section 
starts with a summary of the section, the associated timeline, the key parties responsible for the 
activities in the section, a list of the activities described in the section, and associated documents that 
are used to perform the activities.  
 
For each activity, the program staff member responsible for the activity, the activity goals, and the 
required materials are specified in the grey box on the right side of the page. Reference materials, such 
as trainings associated with the activity, are also listed.  
 
Program staff will receive training on all aspects of the Guide, and more specific training on certain 
program activities such as the Pre-Move Appointment and on property owner outreach. The program 
staff represented in the Guide are three distinct roles: the Team Lead, Coach, and Leasing Coordinator. 
The Team Lead has the primary responsibility of managing the program services, program staff, and 
acting as a liaison to other partners (Housing Authority staff, the TA provider, HUD, the research partner, 
referral partners, etcetera).  The Coach and Leasing Coordinator offer direct assistance to clients; the 
Coach primarily works with families on pre-and post-move coaching, whereas the Leasing Coordinator 
assists clients with searching for units and reaches out to owners with units listed for rent. 
 
There are several additional materials that support implementation of the CMRS Guide. These include 
client-facing materials, workshop materials, and program tools for the PHA to use. Outside of the 
workshop materials, all materials that the client receives for the program are stored in their “Client 
Binder” and prepared for the client in advance of their pre-move appointment. Program tools for staff 
use are included in the CMRS Guide as attachments at the end of each program phase. All materials 
associated with the workshops –the PowerPoint slides, facilitator information, workshop booklets, and 
additional materials –are all presented in their respective workshop PDF. Future iterations of the 
materials will be provided as individual documents so that users may update them for their own site 
specifications. A description of each item created for the program is detailed in the table below. The 
materials in the Client Binder have a “P” and a number in front of them, indicating where within the 
Client Binder the user can find the item. For example, “P2: Participant Expectation Form” can be found 
in the Phase 2 section of the Client Binder. 
 
SUMMARY OF PROGRAM MATERIALS  

File Name Item Use Description 

Phase 2: Pre-move Appointment 
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P2: Participant Expectations Form Client binder 
1-page form the client signs acknowledging they 
understand what the program can offer them and what is 
expected of them through the program 

P2: Moving with the Community 
Choice Demonstration 

Client binder 
3-page document that briefly describes each program 
activity to the client 

P2: Opportunity Area Map Client binder 
Map that displays where the Opportunity Areas are in the 
community 

P2: Neighborhood Descriptions  Client binder 
Descriptions of Opportunity Area neighborhoods, including 
demographics, schools, transit, public safety, shopping, and 
parks and recreation  

P2: Credit Report Summary  Client binder 
Summary of a credit report and score provided by an 
accrediting bureau 

P2: Financial Coaching Referral 
Example 

Client binder 
Referral form for clients who are referred to the financial 
coaching referral agency 

P2: Family Preparation Plan Client binder 
A summary of the next steps the client will take prior to 
putting in applications  

P2: Affordability Map Client binder 
Map that displays both Opportunity Areas and affordability 
by neighborhood 

Affordability calculator  Program tool 
An excel file that allows the user to calculate a client’s 
affordability based on their income, average utilities, and 
the area payment standard 

P2: Tips for Searching for Housing 
Online 

Client binder 
1-page document on how to search for units online, 
including affordability by tier and a link to the address 
locator tool 

Mapping Family Systems Coaching tool 
Tool used for the client and Coach to discuss where the 
client interacts with their community 

Sample Financial Coaching 
Referral Email 

Form letter 
Brief form letter from the Community Choice 
Demonstration to the Financial Coaching referral partner  

Phase 3: Family Preparation  

P3: Application Cover Letter 
Exercise [Optional activity, site 
may choose] 

Client binder 
An exercise, with instructions and a sample letter, for 
clients to write their own Application Cover Letter to 
describe any shortcomings in their rental application 

Housing Search Workshop   

Housing Search Workshop 
Booklet 

Workshop booklet 

Booklet of materials for the workshop, including a 
"choosing priorities" worksheet, how to explore new 
neighborhoods, avoiding scams, using the address locator 
tool, and tips on reaching out to property owners and filling 
out applications 

Housing Search Workshop 
Facilitator Guide 

Instructional 
materials 

Script and instructions for facilitating the workshop 

Housing Search Workshop PPT Workshop PPT PowerPoint slide deck for the workshop 

Housing Search Workshop 
Group Activities 

Instructions & 
Exercises 

Instructions and handouts for group activities  

Renter's Workshop   

Renter’s Workshop Booklet Workshop booklet 
Booklet of materials for the workshop, including rental 
properties condition worksheet and sample, sample 
requests for repairs, and the slides from the workshop 

Renter's Workshop PPT Workshop PPT PowerPoint slide deck for the workshop 
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Renter's Workshop Facilitator 
Guide 

Instructional 
materials 

Script and instructions for facilitating the workshop 

Renter's Workshop Jeopardy 
PPT 

Workshop game 
PPT 

PowerPoint Jeopardy game 

 Jeopardy Instructions 
Instructional 
materials 

Instructions on how to set up the game 

Budgeting and Banking Workshop 
[Optional activity, sites may 
choose] 

 To be developed 

Phase 4: Owner Outreach, Searching and Applications  

P4: Unit Tracker Client binder Chart to keep track of units 

P4: Financial Assistance 
Reimbursement Request form 

Client binder 
Policies and what financial assistance the program can 
provide and a reimbursement request form 

P4: Addressing Discrimination in 
the Rental Market 

Client binder 
1-page flyer on what discrimination can look like and where 
to seek legal counsel and report discrimination  

Owner Brochure  Owner marketing 
Brochure for owners that describes the program and how 
to get in touch with program staff 

Address Locator Tool (to be 
developed) 

Web-based tool 
An online mapping tool where users can input an address 
and see if the unit is in an opportunity area and the 
affordability for that area by bedroom and voucher size. 

Webpages describing the 
program (to be developed) 

Web-based tool 
Webpages that clients and property owners can access that 
describe the program. 

Phase 5: Leasing-up 

P5: RFTA Cover Letter Client binder 

Cover letter the client attaches to their physical Request for 
Tenancy Approval (RFTA) packet that explains the benefits 
of the program and offers assistance to the owner with 
completing the RFTA paperwork 

P5: Holding Fee Agreement Client binder 
Form the owner fills out when accepting a holding fee paid 
for by the Community Choice Demonstration 

P5: Security Deposit Promissory 
Note 

Form letter 
Letter that guarantees security deposit payment upon 
receipt of signed lease and HAP contracts  

Utility Arrears Payment Request  Form 
Form the coach and client fill out if the client is requesting 
utility arrears assistance  

Phase 6: Post-move Check-ins 

P6: Post-move Welcome Packet  Client binder 
Basic information about the new neighborhood and 
referrals for family-specific needs  

P6: Post-move Frequently Asked 
Questions  

Client binder Questions and answers to frequently asked questions  

Post-Move Assessment Program tool  
An assessment to help determine if the client should 
receive additional post-move check-ins 

Phase 7: Completed Search 

Damage Mitigation Fund 
Application  

Form 
Form the owner fills out when requesting reimbursement 
for repairs made to their damaged unit 

Program Oversight Protocols  
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PHA-HUD memorandum of 
Understanding (to be developed) 

Program tool 
MOU between HUD and the PHA(s) that outlines the 
program activities. 

Administration Calendar (to be 
developed) 

Program tool 
Calendar of reoccurring activities, reports, billing, and other 
activities that are the responsibility of the Program Lead.  

 

 

  



Assumptions
1. Significant structural and programmatic barriers exist in the HCV program and beyond that create 

challenges to families’ ability to be competitive tenant applicants in Opportunity Areas. Mobility programs 
should seek to diminish these structural barriers so HCV families have greater chances of making 
successful moves. 

2. Mobility programs work best when they work alongside families and empower clients with the tools and 
resources clients need so they have the ability to choose to move into Opportunity Areas. Clients have self-
determination and ultimate control over where to move their family. 

3. Knowledge is not a sufficient motivator for people to make changes in their lives. Clients are motivated to 
take action when it fits into their own narrative. Mobility programs should help clients envision how their 
lives will be different in Opportunity Areas. 

National Mobility Demonstration
Program Logic Model



Issue areas 

1. HCV market competitiveness 
• Traditional payment standards are frequently not competitive enough in Opportunity Areas: Without 

competitive payment standards in Opportunity Areas, there will be a very limited supply of affordable rental 
units in Opportunity areas. 

• Bureaucracy in HCV lease-up process and procedures makes HCV families less competitive than private 
market tenants: The time and effort in navigating the process, turning in paperwork, inspections, and setting 
rent is lost time when the property owner could be making money on a private market tenant. Owners may 
also not want to go through the hassle of these processes. Therefore, property owners choose not to 
participate in the program.

2. Property owner participation 
• Stigma against the HCV program amongst property owners leads to less participation: Fewer property owners 

may choose not to participate because they have heard bad things about the HCV program and HCV tenants. 
Property owners may also hold prejudices against HCV families. 

3. Family financial barriers 
• Moving to Opportunity Areas costs more than moving to non-opportunity areas or not moving: HCV families 

may want to move to an Opportunity Area but the security deposits cost more in the more expensive 
neighborhoods. General moving costs also present a barrier to moving. Some property owners in non-
opportunity areas also create financial incentives for families to move into their units.

4. Uncompetitive rental applications 
• Clients are uncompetitive applicants compared to private-market applicants: HCV clients may have lower-

credit scores, mixed rental histories, and criminal histories that make them less competitive than private-
market tenants in Opportunity Areas. Due to a history of racism, HCV tenants may be more mistrusting of 
property owners compared to market rate applicants making them present as less appealing to owners 
compared to private market tenants.  

5. Family knowledge gaps
• The search and lease-up processes are confusing: Families may want to move to an Opportunity Area but 

they do not exactly know how the lease-up process works or how much they can afford in rent. With limited 
time, they may fall back to owners who have worked with the voucher program before because they lack the 
technical expertise in navigating the voucher lease-up process. Families may only be accustomed to looking 
on subsidized rental marketplace websites such as gosection8.com and socialserve.com.

• Clients have limited information about Opportunity Areas: Families may not be aware of the benefits of 
moving into an Opportunity Area and may have limited knowledge of what types of neighborhoods are 
available to them outside of their current neighborhood. 

6. Family hesitancy & competing priorities
• Moving hesitation: Inertia, discouragement, fear of the unknown, or of not being accepted, and the effort 

involved in finding and moving to a new property may contribute to families’ decision not to move. 
• Conflicting priorities amongst would-be movers: Families may want to move to a neighborhood with lower 

crime rates and higher-quality neighborhood resources, but they have to balance the opportunity against 
competing priorities. These might include for example: established social supports in their current area, or 
the chance to move into a larger unit in a non-opportunity area. Some neighborhoods that are not 
“opportunity” may be a good fit for the family. 

7. Post-move challenges 
• Challenges with integrating into new community: Families may have challenges with enrolling children in 

school and extra-curricular activities. Families may also not feel accepted in the new community. Clients may 
return to their old community where they have more established social networks. 

• Post-move behaviors that threaten tenancy: Like all renters, a small subset of HCV families will display 
behaviors that threaten their tenancy such as late rent payments, disputes with neighbors, damage to units, 
and problems with daily living. 



Theory of Change Summary

Issue area Intermediate outcomesActivities

(1) HCV Market 
Competitiveness

(2) Property owner 
participation

(3) Family financial barriers

(5) Family knowledge gaps

(4) Uncompetitive rental 
applications

(6) Family hesitancy & 
conflicting priorities

(7) Post- move challenges

• Increase payment standards 
in Opportunity Areas

• RFTA filing assistance
• Fast inspections
• Owner lease-up incentive 

• Daily proactive owner 
outreach

• Unit referrals
• Renter’s workshop
• Application cover letter
• Assistance with developing 

applications

• Flexible financial support

• Opportunity Area discussions
• Unit & neighborhood tours
• Housing search workshop
• Ongoing check-ins
• Family Preparation Plan

• Review barriers to moving
• Referrals to address barriers 
• Application cover letter
• Assistance with developing 

applications

• Mapping family systems
• Housing needs  
• Ongoing check-ins

• Renter’s workshop
• Post-move follow-ups
• Mitigation fund
• Mapping family systems
• 9-month check-ins
• Owner-post move check-ins

More units become 
affordable in Opportunity 
Areas; mobility participants 
become more financially 
attractive to Opportunity 
Areas property owners

Reduced prejudice against 
Mobility clients; increased 
property owners’ interest in 
HCV clients

Decrease in financial barriers 
to moving

Increased knowledge in 
Opportunity Areas and 
motivation to move among 
clients; mobility clients 
empowered with tools and 
skills to find housing in 
Opportunity Areas 

Clients increase their 
application competitiveness 
and owners overlook 
application shortcomings

Increased motivation to 
move to Opportunity Areas 
among clients

Families establish social ties 
in neighborhood; reduced 
incidences of owner-tenant 
conflict post move; cover 
costs of post-move incidents 



Issue 
area Activity 

1

Increase payment standards in Opportunity Areas: Payment standards in Opportunity Areas are high enough so that 
many rental units are affordable for HCV families. 

RFTA filing assistance: Leasing Coordinator offers to assist property owners in filling out RFTAs and turning it in to PHA. 

Fast inspections: Inspections are expedited for Opportunity Area units.

Owner lease up incentive: Leasing Coordinator provides property owner with lease-up incentive. 

2

Daily proactive outreach to property owners: Leasing Coordinator reaches out to property owners with available, 
affordable, and reasonably priced units in Opportunity Areas and encourages them to consider Mobility clients. 
Unit referrals: Leasing Coordinator provides family with referrals to available units in Opportunity Areas that meet the 
family's needs.

Renter's workshop: This workshop focuses on building skills and knowledge for renters. The workshop will help renters 
be successful tenants and reduce owners' concerns that tenants will be low-quality. 

Assistance with developing applications: Coach assists Mobility clients with filling out applications.

Application Cover letter: Coach assists Mobility clients with developing an Application Cover letter to discuss any 
negative information the owner might find during a background check.

3
Flexible financial support: Funds to cover application fees and related expenses, as well as holding fees and security 
deposits.

4

Review barriers to moving: Coach will access client's credit report/score, criminal history, and rental history where 
available. Past negative histories will be discussed to help client establish a positive narrative.

Referrals to address barriers: Referrals to agencies, including financial counseling and fair housing organizations. Clients 
with low credit scores and unresolved judgements will be referred to agencies by their Coach. 

Assistance with developing applications: Coach assists Mobility clients with filling out applications.

Application Cover letter: Coach assists Mobility clients with developing an Application Cover letter to discuss any 
negative information the owner might find during a background check.

5

Opportunity Area Discussions: Coach provides information about Opportunity Areas tailored to family's stated reasons 
for wanting to move.
Unit & neighborhood tours: Mobility staff attend unit tours with families and tour neighborhoods with families to build 
families' motivation for moving to Opportunity Areas. 
Housing Search workshop: Workshop teaches families how to search for housing in Opportunity Areas and how to 
present themselves to property owners.
Ongoing check-ins: Program staff regularly check in with clients on progress of Family Preparation Plan and help clients 
navigate the search and lease-up processes. 
Family Preparation Plan: Coach works with Mobility clients to find Opportunity Areas of interest, identify appropriate 
referrals, and establish a timeline for action steps.

6

Mapping family systems: Coach works with client to understand the activities and social supports that the family 
typically interacts with to ensure that the family's priorities related to Opportunity Areas are maximized in future 
discussions and that unit referrals appropriately meet family’s needs.
Housing needs: Coach and client discuss family's housing needs and wants and what they might reasonably be able to 
find in Opportunity Areas. 
Ongoing check-ins: Coach/Leasing Coordinator regularly check in with client on progress of Family Preparation Plan and 
discusses various trade-offs of units with families. 

7

Renter's workshop: This workshop focuses on building skills and knowledge for renters. The workshop will help renters 
be successful tenants and reduce owners' concerns that tenants will be low-quality. 

Post-move follow-ups: Coach visits with client after they move, offering neighborhood welcome packets and assistance 
with getting kids enrolled in school, switching over utilities, etc. 

Damage Mitigation Fund: Funds to cover costs of tenant-caused damages to a unit that exceed the security deposit.
Mapping family systems: Coach works with client to understand the activities and social supports that the family 
typically interacts with to ensure that family's priorities related to Opportunity Areas are maximized in future discussions 
and that unit referrals appropriate meet family’s needs.
9-month check-ins: Coach reaches out to family 9 months post-move to see if they are considering staying in their unit 
for another year or if they want to move again. 
Owner-post move check-ins: Leasing Coordinator reaches out to owner to ensure the tenant is settling in and the owner 
is receiving HAP payments.
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Recruitment and Engagement & Phase 1: Study Enrollment 
These processes are described in a separate set of documents.  
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Phase 2: Pre-move Appointment 
 
Summary: The pre-move appointment is the primary opportunity for families to learn about the 
program and for the Coach to get to know the family. There are a variety of activities in this step 
designed to help the family understand the program, consider opportunity areas, and to develop a plan 
for how they will successfully move into an Opportunity Area. The pre-move appointment is the only 
required phase in the program for participants.  
 

Timeline: The pre-move appointment is the first activity a client participates in following being 
assigned to the treatment group. The appointment should take place in one or two appointments, in 
person whenever possible. Coaches should aim to progress through each sub activity during the course 
of one meeting, however if the meeting runs longer than 1.5 hours, the client needs to reschedule, or if 
there is some other need to reschedule, the topic areas can take place across two meetings. 

 

Key parties:  Coach 
 
Activities:  

Scheduling and Appointment Preparation 
Intake and Introduction 
Mapping Family Systems 
Opportunity Area Discussion 
Housing Needs 
Barriers to Moving  
Family Preparation Plan 
 
Associated documents:  

Client Binder  
Mapping Family Systems worksheet (Attached)  
Sample Financial Coaching Referral Email (Attached)  
Affordability Calculator (Attached)  
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Scheduling and Appointment Preparation 
 
Steps: 

1. Program staff should schedule an appointment with a 
family as soon as possible after the client is enrolled into 
the treatment group. The appointment should take place 
within one week of the client’s enrollment whenever 
possible.  

2. Send text message and email reminders the evening 
before or the day of the appointment to help ensure the 
client will arrive to the appointment on time. Phone call 
reminders may also be used. 

a. If the client is unable to attend the initial pre-
move appointment, the Coach should at a 
minimum reschedule pre-move appointments 
three times with clients who are unable to make 
their initial appointment.  

3. Gather information already available through PHA case 
management system if using separate case management 
system. 

a. Members and DOBs; current address; primary 
caseworker at the PHA; adjusted income; 
voucher size and expiration date; end of lease 
date.  

4. Use an online signature platform to receive client’s 
permission to pull their credit information and pull 
client’s credit report and credit score.  

5. Review available information online about client’s rental 
history.  

6. Prepare client’s binder with all of the materials they 
receive during the appointment. 

7. Create the client’s RFTA cover letter and add it to Phase 
5 of their binder.  
 

Adaptations for a virtual environment   

1. Send the Client their Binder through the post mail or 
drop it off ahead of their appointment. 

a. If allowed by the credit bureau, send clients a 
copy of their credit report or other credit 
information 

2. Advise the client it would be best if they can conduct the 
meeting in a quiet place.  

3. Ask if they will plan to use a cell phone or a device with a 
larger screen, where screen sharing would be possible. 

4. Remind the client to have the Client Binder in front of 
them for the appointment. 

Goals: 

• Clients arrive to appointment 
on time 

• Prepare documents ahead of 
client’s arrival 

Performed by: 

Coach 

Required materials: 

• PHAs’ case management 
systems 

• Credit reporting system 

• Client Binder (all materials) 
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Rationale: 

Each family assigned to the treatment group must attend a pre-move appointment. These steps help to 
(1) ensure that the family attends the appointment; and (2) maximize the use of the time the Coach and 
the family have together. The RFTA cover letter is a form letter explaining to the client’s new property 
owner that they are in the Community Choice Demonstration and that they will receive a lease-up bonus 
and expedited lease-up services.  
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Intake and Introduction 
 
Steps:  

1. Ask for preferred language and name.   
2. Ask client why they chose to participate in the 

Community Choice Demonstration and introduce the 
program in the context of client’s stated goals. 

a. Why client is choosing to participate in the 
program? 

b. Ask about current housing and neighborhood 
situation likes and dislikes. 

3. Review program parameters, including program 
expectations and expectations of the family using the 
Program Expectations form and the Moving with the 
Community Choice Demonstration page in the client 
binder. 

4. Reaffirm contact information is correct and gather any 
additional contact info and add it to the program 
Customer Relationship Management (CRM) system. 

 
Adaptations for a virtual environment:  

1. Make sure the client has their Client Binder with them 
for the appointment. 

2. For clients on a computer, use screen sharing to discuss 
the program documents. 

3. For clients without screensharing capabilities, walk 
through the documents using the program page numbers 
as a reference.   

4. Have the client sign the Program Expectations Form 
electronically if possible.  

 
Rationale:  
Basic information is needed to begin the program. Introducing 
the program in the context of the client’s stated goals will help to 
reinforce the client’s motivation for participating.  The discussion 
of expectations helps to reinforce what the program is about and 
to establish/align the client’s expectations about the program.  

 
  

Goals: 

• Understand family’s 
motivation for participating in 
the program 

• Collect basic client 
information before and during 
first interaction  

• Ensure family understands 
parameters of the program 

• Set foundation for building 
rapport and trust with client 

Performed by: 

Coach 

Required materials: 

• Client binder 
o P2: Community Choice 

Demonstration 
Participant Expectations  

o P2: Moving with the 
Community Choice 
Demonstration 

• Program CRM 

• HCV line of business software 

Reference Materials: 

• Pre-move appointment training 
(to be developed) 
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Mapping Family Systems 
 
Steps:  

1. Discuss with families where their social systems are 
located using the Mapping Family Systems form and the 
Opportunity Area Map. 

a. Examples: school, extra-curricular activities, 
family and friends, childcare, work, health care, 
religious institution, others. 

b. Determine what is moveable and not moveable 
for the family.  

c. Map out where non-movable people or activities 
are on the map using the Opportunity Area Map.  

2. Discuss what resources the family will need in their new 
community. 

3. Review the types of transportation the family uses and if 
anyone in the family has a driver’s license. 

4. Begin recording information into the CRM page. 
5. Keep the form for your records and provide a copy to the 

family if requested. 
 
Adaptations for a virtual environment:  

1. For clients where screensharing is possible, fill out the 
Mapping Family Systems worksheet on the computer 
and plot out the family’s non-moveable people and 
activities using Google’s “my maps.” 

2. For clients on the phone: make sure to provide an 
overview of all the people and activities that were 
discussed, where they are located, and if it would be 
feasible for the family to move the activity.  

 
Rationale:  

This activity helps the client and the Coach thoroughly review the 
client’s systems that they interact with on a regular basis. The 
method uses a person-in-environment approach to discuss the 
family’s geographic needs. The person-in-environment 
framework also helps to guide the discussion on the positive and 
negative systems in the family’s life and how the move might 
affect their mezzo systems.  The Coach and client should be able 
to identify what people or activities are and are not movable 
through this activity, and establish what resources the client will 
require in their new community. This is also an opportunity to 
continue to build rapport with the client. The Coach is learning 
about the client’s life and reflecting back what they have heard 
from the client. The activity should make the client feel like they 
are teaching the Coach about themselves. This can be an 

Goals: 

• Learn from client where their 
typical social systems are 
geographically within the 
region  

• Visualize with client where 
they go regularly  

• Understand what resources 
are needed in the client’s new 
community and where the 
client will need to continue to 
go after relocating  

• Start building client’s 
motivation to consider new 
areas  

• Select Opportunity Areas 
where the family will search 
for units 

Performed by: 

Coach 

Required materials: 

• Client Binder: 
o P2: Opportunity Area 

Map 

• Mapping Family Systems 
worksheet (attached) 

• Program CRM 

• Gmail account (virtual only) 

Reference Materials: 

• Pre-move appointment training 
(to be developed) 

https://support.google.com/mymaps/answer/3024454?hl=en&amp%3Bref_topic=3188329
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intimate experience and can help the Coach build rapport with the client and highlight the client’s 
strengths.  

 
  



CMRS Guide 
Last Edited: 9/29/21 

21 
Phase 2: Pre-move Appointment 

Opportunity Area Discussion  
 
Steps:  

1. Discuss potential Opportunity Areas that might be a good 
fit for family given their specific needs and information 
gathered during Mapping Family Systems exercise.  

2. Use the Opportunity Area Map and Neighborhood 
Descriptions handouts to discuss different neighborhood 
amenities for the family to take home and continue the 
discussion at home. 

3. Address and discuss any other personal concerns or 
worries that the family might have about moving to a 
new area. Common themes might be: 

a. Family or kids being accepted in the 
neighborhood or the school. 

b. Moving far away from friends and family. 
c. Finding a unit that is the appropriate size for the 

family. 
d. Discrimination by property owners.  
e. Non-competitive rental applications. 
f. Finding a unit before their voucher expires or 

before their lease is up.  
g. Having access to reliable transportation.  

 
Adaptations for a virtual environment:  

1. For screen-sharing clients: Go through the materials on 
the screen. 

2. For clients on the phone: Use the page numbers in the 
Client Binder to go through the materials together.  

 
Rationale:  

Past research suggests that HCV families are not familiar with 
what Opportunity Areas are available to them in their region and 
what sort of benefits they might be able to experience in 
Opportunity Areas. Reaffirming what the client has already heard 
during the Enrollment Meeting in Phase 1 may help the client to 
uncover additional reasons why they might be motivated to 
move to an Opportunity Area. This one-on-one discussion 
provides the opportunity for the client and Coach to discuss any 
misconceptions or fears the client has about Opportunity Areas. 
The Coach and client collaboratively identify which areas might 
be the best fit for the family. The Coach helps the client to weigh 
the costs and benefits of each community, tailored to the 
family’s situation. This discussion may also be one of the first 
times that the client has had the time to fully consider what they 
want and need for their future home and neighborhood, and 

Goals: 

• Client learns about benefits of 
moving to an Opportunity 
Area 

• Client understands where 
Opportunity Areas are 

Performed by: 

Coach 

Required materials: 

• Client Binder: 
o P2: Opportunity Area 

Map 
o P2: Neighborhood 

descriptions  

Reference Materials: 

• Pre-move appointment training 
(to be developed) 
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how to go about their search process. The Coach can help guide the family through this thought process 
and provide helpful insights along the way, especially as they relate to Opportunity Areas.  
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Housing Needs  
 
Steps:  

1. Ask family about any “non-negotiable” needs for their 
new unit. Examples: must have washer/dryer; must be 
single family unit (a house); must have backyard. Other 
needs might include: Pets, stairs, flooring, etc. 

2. Confirm with family what is a need versus a want.  
3. Discuss what options the program has seen that are 

available in the Opportunity Area communities they are 
interested in and the tradeoff they may need to make to 
accommodate any competing interests (ie, size of the 
unit versus quality of the school district).  

4. Record all of the information in the CRM. 
 
Rationale:  

The first goal of this activity is to understand the family’s housing 
needs so the information can be passed on to the Leasing 
Coordinator and the family can be provided with appropriate 
referrals. The secondary goal of the activity is to help process 
with the family what sort of options are available for them in the 
Opportunity Areas they are interested in. It is best for the family 
to understand this reality as they enter the program rather than 
to be disappointed when they start their housing search. 
Discussing trade-offs gives the family the chance to make a 
decision about what is more important to them ahead of time, 
rather than when it comes time to actually choose a unit. If the 
family agrees early in the process, for example, that they are 
willing to move into an apartment if it means getting their child 
into a high-quality school district, they may be more likely to act 
on that decision than if the decision point of a house versus an 
apartment was right in front of them three months later. Having 
this discussion earlier can act as a pre-commitment and help the 
family create time and space to consider what kind of housing 
options are feasible for them.  

  

Goals: 

• Determine what type of 
housing unit would be 
appropriate for the family and 
any accommodations or 
restrictions they may have  

• Set realistic expectations with 
family about what type of 
housing units are available in 
their Opportunity Areas of 
interest 

Performed by: 

Coach 

Required materials: 

• Client Binder: 
o P2: Opportunity Area 

Map 
o P2: Neighborhoods 

Descriptions  

• Program CRM 

Reference Materials: 

• Pre-move appointment 
training (to be developed) 
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Barriers to Moving 
 
Steps:  

1. Educate families about the importance of mitigating any 
barriers they have to turning in a successful rental 
application. Having a rental application denied may be an 
unfamiliar experience, even for seasoned renters, 
because they may not have put in applications in a 
competitive market before. The intent of providing this 
information is not to discourage the client or make them 
feel guilty about something in the past, but rather to 
prepare them for the potential challenges and to build 
their motivation to work on reducing their barriers. 

2. Credit report and credit score 
a. Review client credit report and score. Briefly go 

over contents of score. Discuss with client how 
their credit might impact their application 
process. 

b. For clients with a low credit score [number TBD 
by region], suggest client do further consultation 
with the designated financial coaching referral 
partner. 

i. Ask client if you can provide their contact 
information to the financial coaching 
referral partner.  

3. Previous rental history 
a. If publicly available, review information on 

history of judgements or past evictions. 
b. Discuss with family circumstances of the rental 

history and how to bring this up with a property 
owner.  

c. Ask family about their relationship with their 
current property owner, including if they think 
the owner will give them a strong reference and 
if they pay their rent on time each month. 

i. For clients who identify issues, discuss 
ways to resolve these issues or how to 
keep them from occurring in the future. 

4. Previous criminal history  
a. If publicly available, review information on 

criminal history. If not available, ask family if they 
have any interaction with the justice system.  

5. Utility arrears 
a. As the family if they have an overdue bill with 

any utility companies, including electricity, gas, 
sewer, water, trash, or oil utilities.  

6. Discuss options with family on how to mitigate these 
barriers to having a successful rental application.  

Goals: 

• Determine if the family has 
any credit, rental, or criminal 
histories that might present a 
barrier to their ability to pass 
an owner’s application criteria 

• Help the client consider action 
steps to take to mitigate these 
barriers 

Performed by: 

Coach 

Required materials: 

• Client Binder 
o P2: Credit Report 

Summary  
o P2: Financial Coaching 

Referral Example  
o P3: Application Cover 

Letter Exercise 
[Optional activity, site 
may choose] 

o P4: Addressing 
Discrimination in the 
Rental Market 

• Program CRM 

Reference Materials 

• Pre-move appointment training 
(to be developed) 

• Credit Coaching training (to be 
determined) 
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a. [Optional activity, site may choose] Clients should be encouraged to develop an 
Application Cover Letter should they have any issues as identified above. The 
Application Cover Letter is a letter the client can attach to an application that discusses 
any areas in their application that may make them look like a riskier tenant compared to 
other applicants. It is an opportunity for the client to discuss why something in their 
background occurred and why they do not see it occurring again moving forward.  

b. Clients who seem interested in improving their credit should be referred to the outside 
financial coaching referral partner. Clients with outstanding judgements should be 
referred to a housing rights organization. 

c. Clients who have never rented their own unit before or who have issues with their 
current property owner should be encouraged to attend the Renter’s Workshop.  

d. Provide client with referrals to agencies that provide utility assistance.  
7. Record all of the information in the CRM.  

 
Adaptations for a virtual environment:  

1. For screen-sharing clients: Go through the materials on the screen. 
2. For clients on the phone: Use the page numbers in the Client Binder to go through the materials 

together.  
 
Rationale:  

Due to a variety of structural factors, many clients in the Community Choice Demonstration will have 
less competitive rental applications compared to market-rate tenants competing for units in 
Opportunity Areas. In order to give families every opportunity to succeed, these issues should be 
addressed with the family, where possible, prior to them submitting applications. Reviewing this 
information also helps the client to be prepared for possible rejection should they have any significant 
barriers so it does not come as such a surprise later into their moving process. 
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Family Preparation Plan 
 
Steps:   

1. Discuss again with family which Opportunity Areas they 
are interested in based on earlier discussions. 

2. If the family has income, calculate their affordability 
using the Affordability Calculator by neighborhood based 
on the 40% rule.  

a. Discuss with family, based on their current rent 
portion and what their estimated portion will be 
during their next lease-up (for example, if their 
income has gone up and they can expect a bump 
in rent no matter even if they do not go above 
the payment standard), if they can afford to 
search for housing at a 40% price point, or if they 
need to stick to affordability by the payment 
standard threshold (for families with $0 income) 
so they will pay no more than 30% towards their 
rent and utilities.  

3. Affordability by neighborhood discussion 
a. Discuss with family what they can afford based 

on income and neighborhood tiers using the 
Affordability Map and online Address Locator 
Tool. 

b. Briefly review how to search for housing using 
the Address Locator Tool and Tips for Searching 
for Housing Online; further instruction will be 
offered during Housing Search Workshop. 

c. Write down the family’s affordability by tier on 
their Tips for Searching for Housing Online 
worksheet. 

4. Create a family preparation plan with client based on the 
assessment discussion using the Family Preparation Plan 
form. 

a. Address barriers to moving – credit history, 
rental history, criminal history – and activities to 
mitigate these barriers. Discuss with client 
additional activities the client should do during 
the Family Preparation Phase  

i. Outside agency referrals  
ii. Application Cover Letter exercise 

[Optional activity, site may choose] 
b. Review steps to leasing up with a voucher 

referring back to the Moving with the 
Community Choice Demonstration handout. 

c. Talk to the client about the timing of next steps. 
Typically, after the pre-move appointment, 

Goals: 

• Develop plan with family that 
emphasizes client’s strengths 
and reduces barriers to 
moving to an Opportunity 
Area 

• Continue to build rapport with 
client  

Performed by: 

Coach 

Required materials: 

• Client Binder:  
o P2: Family 

Preparation Plan  
o P2: Affordability Map 
o P2: Tips for Searching 

for Housing Online 
o P2: Moving with the 

Community Choice 
Demonstration 

o P3: Application Cover 
Letter Exercise 

• Program CRM 

• Address Locator Tool (to be 
developed)  

• Affordability calculator  

• Sample Financial Coaching 
Referral Email (attached) 

Reference Materials 

• Pre-move appointment training 
(to be developed) 

• Affordability and Rent 
Reasonableness training (to be 
developed) 
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clients enter the “Family Preparation” phase until 6 to 7 weeks before their move date, 
at which point they start receiving unit referrals, so most clients are in Phase 3 for 6 to 8 
weeks. However, some clients may have more time available and need that time to 
work on their barriers to moving. The timing of services should be flexible based on the 
family’s needs and the Coach’s recommendation. Timing considerations include:  

i. Upcoming Renter’s Workshops and Housing Search Workshops. 
ii. Timing for attending outside referrals. 

iii. Timing for searching for housing and receiving unit referrals. 
iv. General family moving preparation. 

5. Decide on a date for when the family thinks they can have their pre-move steps completed. The 
family should start receiving unit referrals within 5 business days of completing their steps.  

6. Discuss post-move referrals that can help the family become established in the new 
neighborhood. 

7. Describe the conversation using the Family Preparation Plan form for the family to take home. 
8. Make a copy of the Participant Expectations Form for the family to take home. 
9. Make sure the client has all of their documents in the client binder. Individualized items include: 

a. Participant Expectations Form 
b. Family Preparation Plan 
c. Opportunity Area Map 
d. Credit Report Summary 
e. Financial Coaching Referral 
f. Tips for Searching for Housing Online worksheet 
g. RFTA Cover Letter 

10. Talk to the client about the Leasing Coordinator and when they can expect to hear from them. If 
the Leasing Coordinator is also in the office, introduce the client to the Leasing Coordinator.  

11. Record all of the information in the CRM. 
12. Make any additional notes and/or scan and physical paperwork into the system. 

a. Participant Expectations Form 
b. Mapping Family Systems exercise  

c. Shred the client’s credit report if it was printed 

13. Send an email to the financial coaching referral agency is the client was referred to the program 
(see the attached sample). 

 
Adaptations for a virtual environment:  

1. For screen-sharing clients: Go through the materials on the screen. Ask the client to write down 
their pre-move steps.  

2. For clients on the phone: Use the page numbers in the client binder to go through the materials 
together. Text the client a link to the address locator tool and use a sample address for them to 
input into the tool so they can learn how to use it. Ask the client to write down their pre-move 
steps. 

 
Rationale:  

Developing a mutually agreed upon plan will help the client and the program stay on track to help the 
client make a successful move. Assignments should be given to each party so the client knows that the 
program is accountable to them and vice versa.  This is also an opportunity to teach the family about 
how much they can afford and to begin to introduce them to online search tools.  Tools and information 
should empower the client to feel like they have the necessary resources to make this move.  
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Mapping Family Systems 
 
Client Name:  

Number:  

Date:  

 
Systems that your family regularly interacts with:  

Activity/Organization/People 
Location 
Frequency 
Moveable?  

You 

Family 

Systems 
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Subject: Referral from the Community Choice Demonstration 
 
 
 
Hello [insert name], 
 
I am reaching out to you to let you know that the person below has received your contact information to 
set up a financial coaching appointment.  
 
[Insert person’s full name, email, and phone number]. 
 
In particular they are interested in [insert areas of interest, such as: a credit-building loan, a secured 
credit card, general tips on building credit, or disputing inaccurate information on their credit report]. 
 
They have your contact information, but you may also want to reach out to them to schedule an 
appointment.  
 
Please let me know if you have any questions for concerns.  
 
Thank you,  
 
 
[Name] 
Email Signature 
  

  



A Contract rent: $1,350

B Estimated Utility allowance: $225

Tier: 2

Bedroom size: 3

Gross income:

Adj income: $39,000

D Payment standard: $1,422

C Gross rent (A+B): $1,575

E
Lesser of gross rent or payment standard (C 

or D): $1,422

F

TTP greater of:  

10% of gross monthly income;  

30% of adj monthly income;  

$50 $975

G HAP payment (greater of E-F or $0): $447

J Tenant rent portion (A-G): $903

M Utility allowance + tenant portion (B+J): $1,128

N 40% of adjusted monthly income: $1,300

Does rent meet 40% rule (is N-M>0): $172

Can client afford this unit? Yes

Note: The user fills out the cells in blue; the cells in green will 

populate automatically

Affordability Calculator
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Phase 3: Family Preparation  
 
Summary: This is the interim period after the family has their pre-move appointment and before it’s 
time for them to go on unit tours and start putting in applications. Families should spend this time going 
to outside referrals, attending workshops, and preparing for their housing search. Rather than a singular 
appointment, this phase will typically take place over several weeks. The Coach checks in with the client 
regularly to make sure they are staying on track.  
 
The Family Preparation phase will be different for every client. Some clients may need or request 
significant coaching assistance whereas others will be very independent and require very little 
interaction with their Coach. Similarly, some clients may follow the timeline established during the pre-
move appointment, whereas other clients may take a shorter amount of time, or longer amount of time 
to progress through this phase. 
 
Timeline: Families typically move out of the Family Preparation phase once have completed their pre-
search steps such that they can successfully begin putting in rental applications. This is a decision that 
the Coach and the family will ideally make together.  
 
Key parties:  Coach; Leasing Coordinator  
 
Activities:  

Housing Search Workshop 
Renter’s Workshop 
Referrals to Address Barriers  
Application Cover Letter 
Ongoing Check-ins  
Final Family Preparation Check-in  
 
Associated documents:  

Client Binder  
Housing Search Workshop  
Renter’s workshop  
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Housing Search Workshop 
 
Description:  

This workshop will offer audience members the opportunity to 
spend more time learning how to search for housing and to make 
successful connections with property owners.  Most of this 
material should be covered during the Pre-Move Appointment 
with clients, with the workshop offering an additional 
opportunity for clients to learn the information and to practice 
some of the activities described.  
 
Audience: All clients in the program. 
 
Target number of attendees:  2 to 20.  
 
Topic areas: 

• Choosing between different types of units 

• Affordability  

• How to use the PHA’s address locator tool 

• Checking out new neighborhoods 

• Using online search engines  

• Reaching out to property owners  

• Making a great first impression  
 
Approximate length:  2 hours 
 
Platform/set-up:  

• PowerPoint (PPT) presentation 

• Projector or large screen TV to show presentation and 
demonstrate looking for housing online 

• Reviewer note: A virtual version of this workshop is 
forthcoming. 

 
Rationale:  

Searching for rental housing is complicated, even without a 
Housing Choice Voucher, a multi-tiered payment standard 
system and looking only in Opportunity Areas.  Clients’ ability to 
find housing and to have positive interactions with property 
owners directly effects their ability to move into Opportunity 
Areas.  The workshop setting helps to reinforce some of the 
information providing to clients during the pre-move 
appointment. They may also feel a sense of camaraderie in 
participating in a group setting.  Clients should feel empowered 
to use these tools to their advantage to find the right home for 
their family.  

Learning Outcomes: 

• Clients will state their top 
priorities in searching for a 
home 

• Clients will be able to identify 
affordable homes on the 
market 

• Clients will make a great 
impression on property 
owners  

Performed by: 

Coach or Leasing Coordinator 

Required materials: 

• Housing Search Workshop 
materials 

• Pens 

• Large paper pad or white 
board 

• Participant-supplied smart 
phones, or program supplied 
computers/tablets  

• Wifi 

 
Reference materials: 
 

• Hosting Workshops Training 
materials (to be developed) 
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Renter’s Workshop 
 
Description:  

This workshop is oriented towards families who have never 
rented their own place before, or who are relatively new to 
renting and living on their own.  The workshop will help renters 
avoid some of the common pitfalls people with limited rental 
experience have, and ease anxieties they have about the process. 
Having multiple team members available to facilitate this 
workshop is helpful.  
 

Audience: Clients who have never rented before, or anyone 
coming off the waitlist.  Clients with a history of negative 
property owner interactions identified during the pre-move 
appointment may also be encouraged to attend this workshop. 
Clients who have already moved through the program who are 
struggling to maintain tenancy may also benefit from 
participating in the workshop. 
 
Target number of attendees:  2 to 30.  
 
Topic areas: 

• Moving-in procedures  

• Reading a lease  

• Paying rent 

• Living in a house vs an apartment or townhouse 

• Basics on property owner-tenant law 

• How to turn on utilities and what to expect to pay during 
different seasons  

• What to do when you have a maintenance issue 

• What to expect when we inspect 

• Moving-out procedures with the PHA and your property 
owner 

• Any other area-specific topics   
o Other relevant local or state laws 
o Ice/snow 
o Water usage  

 
Approximate length:  2 hours 
 
Platform/set-up:  

• PPT presentations 

• Projector or large screen TV to show presentations 

• Room set-up compatible with group formations  

Learning Outcomes: 

• Clients will be able to describe 
move-in and move-out 
procedures with the Housing 
Authority. 

• Clients will know how to avoid 
common issues with renting a 
home. 

• Clients will know how to read 
their lease, pay rent, and 
maintain their homes. 

• Clients will know what to 
expect during Housing 
Authority inspections. 

Performed by: 

Coach or Team Lead 

Required materials: 

• Renter’s Workshop Folder 
• Ipads or other noise makers  

• Pens 

• White board or large writing 
pad to keep track of scores 

 

Reference materials: 
 

• Hosting Workshops Training 
materials (to be developed) 
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• Reviewer note: A virtual version of this workshop is forthcoming. 
 
Rationale:   

Some clients may not have the knowledge required to successfully enter into a lease and maintain a 
home.  Clients may also not understand the owner’s role and responsibilities, leading to negative 
tenant-owner interactions. Not all clients would find this information useful or helpful to them in 
moving into an Opportunity Area, so these topics are not included in one-on-one sessions and the 
audience is not all clients.  The workshop also helps to reassure owners the client will be successful in 
maintaining tenancy.  Clients participating in the workshop might be motivated to participate because 
they want to feel confident about renting a property for the first time, and they don’t want to do 
anything to jeopardize their voucher.  
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Banking and Budgeting Workshop [Optional activity, sites may choose] 
This activity is under construction.   
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Referrals to Address Barriers  
 
Steps:  

1. Client attends meetings with outside referral agencies that 
were discussed during pre-move appointment.   

2. Coach provides warm handoffs where necessary and 
appropriate. 

3. Record client interactions in CRM. 
 
Rationale:  

For clients who have a mixed credit, criminal, or rental history, 
any outside agency that can provide quick and concise 
interventions to remove or reduce negative marks on the client’s 
history, will improve the client’s chances of having a rental 
application accepted. For some clients, the timing of these 
referrals will not be soon enough for them to reasonably make 
changes, however other clients who do not move through the 
moving process quite as fast will have more time to work on 
removing these barriers. Activities that a client might conduct 
through referrals, for example, might include:  Requesting the 
court to remove incorrect information from their record, paying 
down debts owed to previous property owners, and disputing 
negative information on credit reports.  
 

  

Goals: 

• Clients attend meetings with 
outside agencies to address 
any pre-move credit, rental, 
and criminal history discussed 
during Pre-Move 
Appointment  

• Referrals to outside agencies 
result in higher credit scores 
and a reduction of negative 
items on clients’ rental and 
criminal histories 

Performed by: 

Coach 

Required materials: 

• Program CRM 
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Application Cover Letter [Optional activity, site may 
choose] 
 
Steps:  

1. Client reaches out to their Coach to request assistance 
with writing an Application Cover Letter. 

2. Coach meets the client at the office or another 
convenient location and walks them through the 
exercise. 

3. Coach makes sure the client has an electronic copy of 
their Application Cover Letter. 

4. Record the experience in the program CRM.  
 
Rationale:  

Some clients may lack the technology, skills, or organization 
necessary to create their own Application Cover Letter. The 
Coach can remedy this barrier by assisting families in submitting 
their applications.  

 
  

Goals: 

• Clients’ narratives about their 
negative 
credit/rental/criminal history 
makes property owners feel 
more comfortable about 
renting to them  

Performed by: 

Coach 

Required materials: 

• Client Binder: 
o P3: Application Cover 

Letter Exercise 

• Program CRM 
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Ongoing Check-ins  
 
Steps:  

1. Through text messages, emails, or phone calls the Coach 
reaches out to the client on a weekly basis to inquire 
about their progress on their pre-move steps. 

a. Where necessary or requested by the client, the 
Coach may also meet with the client in person at 
their office or a different location convenient to 
both parties.  

2. The Coach uses motivational interviewing techniques to 
encourage the client to continue to progress towards 
their pre-move steps. 

a. Clients may also change their minds about which 
Family Preparation steps they want to participate 
in. The Coach may encourage the client to 
participate in a certain activity, but participation 
for any activity is ultimately the client’s decision. 

3. Where necessary, the Coach offers to provide the client 
with additional assistance to help the client stay on track. 
This may include, for example, setting up an additional 
meeting with the client, reminding them about an 
upcoming workshop, or helping the client set up an 
appointment with one of the referral agency partners.  

a. Programs may also choose to set up regular, 
automated reminders to encourage clients to 
attend workshops via email or text message.  

b. For clients who might find a workshop 
particularly useful, the Coach may choose to 
send a special, personalized reminder. 
Otherwise, tracking of client attendance in 
workshops should only be accounted at the Final 
Family Preparation Check-in.  

4. If program staff are unable to make contact with clients 
after multiple attempts, refer to the Inactive Clients 
policy under Phase 7. 

5. Record client interactions in the program CRM.  
 
Rationale:  

The amount of work and information associated with moving to 
an Opportunity Area can easily become overwhelming for clients. 
Clients of previous mobility programs highlight the emotional 
support that the program offered them. Regular check-ins from 
their Coach can help clients stay on track and motivated to do 
the work associated with the moving process. Some clients may 

Goals: 

• Ensure that client is 
progressing through their pre-
move steps  

Performed by: 

Coach 

Required materials: 

• Program CRM 

Reference materials: 

• Motivational Interviewing 
Training (to be determined)  
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require additional assistance to complete their pre-move steps than other clients. Offering this flexible 
assistance allows higher-needs clients to stay on track.  
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Final Family Preparation Check-in 
 
Steps:  

1. Between 1 and 5 days before the client is set to receive 
unit referrals, the Coach contacts the client to gage their 
preparedness to receive unit referrals and to begin to put 
in applications for units. 

2. The Coach and the client review their established steps in 
the Family Preparation Plan to see if client has 
completed their activities.  

3. If the client has not completed all of their activities, the 
Coach and client discuss if it would still make sense for 
the client to start receiving unit referrals. 

a. Clients with significant barriers to leasing up who 
have not completed related activities, such as 
writing an Application Cover Letter, attending a 
Renter’s Workshop, or attending an appointment 
with an outside referral agency, may be 
encouraged to pursue these activities prior to 
receiving referrals, however, this is ultimately 
the client’s decision.  

b. Other clients with fewer barriers who have not 
completed their Family Preparation activities, 
such as attending a Housing Search Workshop, 
might be encouraged to attend the next 
workshop that fits their schedule but still move 
on to Phase 4.  

 
Rationale:  

The transition from Phase 3 and 4 can be unclear without this 
this definitive conversation with clients. Some clients may have 
already started searching for units before the scheduled unit 
referral date, whereas other clients are still focused on working 
through the activities established in their Family Preparation 
Plan. In all likelihood, some clients will not complete all of their 
pre-move steps before they reach their unit referral date despite 
their best intentions, and reminders and encouragement from 
their Coach. The Coach and the client use this discussion to 
assess if the client feels ready to start receiving unit referrals. 
This decision, as with other decision points throughout the 
program, should be client-led with encouragement from the 
Coach.  
 
 

  

Goals: 

• Establish with client if they 
are ready to move into the 
Searching and Application 
Phase of the program  

Performed by: 

Coach 

Required materials: 

• Program CRM 
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Phase 4: Owner Outreach, Searching and Applications 
Summary: Clients typically enter this phase when they have completed their pre-move steps and they 
are close enough to their end-of-lease date (where applicable) to where it is time for them to start 
applying for units. In this phase, the family receives unit referrals, tours units, and puts in applications.  
 
This is the phase where the Leasing Coordinator performs the majority of their work in conducting 
outreach and providing clients with unit tours. The program staff maintain an active list of available units 
through continued owner outreach. Units on the list are continuously reviewed and referred to clients 
based on clients’ needs and preferences. 
 
The Program Staff will also pay or reimburse the family for application fees and processing fees for 
Opportunity Area units. Program staff may also assist clients in setting up tours, tour properties with 
families, and help clients fill out applications.  
 
Timeline: Entrance into this phase usually occurs at the conclusion of the Final Family Preparation 
Check-in, about 6-7 weeks prior to when a family is planning to move. 
 
Key parties:  Coach, Leasing Coordinator, and Team Lead 
 
Activities:  

Requesting a Move Voucher 
Proactive Owner Outreach 
Maintaining an Available Unit List 
Additional Owner Outreach Activities  
Unit Referrals  
Unit Tours  
Ongoing Check-ins  
Submitting Applications  
Flexible Financial Assistance 
 
Associated documents:  

Client Binder  
Owner Brochure (attached)  
Utility Arrears Payment Request (attached)  
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Requesting a Move Voucher  
Steps [PHAs to fill in how this process occurs]:  

1. . 
2. . 
3. . 
4. After receipt of the voucher and RFTA packet, the Coach 

instructs the client to add the RFTA Cover Letter to their 
RFTA packet.   

 

Rationale: 

While requesting a move voucher is primarily an activity between 
the client and the Housing Authority, the Coach may assist clients 
in the process in order to help the process go smoothly. Clients 
may be confused or unaware of all of the steps involved in 
attaining their voucher, so the Coach is available to aid in the 
process so that when the client identifies a unit, they will be 
ready to give their property owner their RFTA packet.  

  

Goals: 

• Client receives their voucher 
at the right time  

Performed by: 

Coach 

Required materials: 

• Client Binder: 
o P5: RFTA Cover Letter  

• Program CRM 
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Proactive Owner Outreach 
 
Steps:  

1. Prior to outreach:  
a. Leasing Coordinator surveys available, affordable 

Opportunity Area units using a mixture of online 
listing sites such as Craigslist, Hotpads, Zillow, 
GoSection8, and Trulia. 

i. Consider the unit bedroom size 
requirements for active tenants. 

ii. For listings that appear potentially 
fraudulent, the Leasing Coordinator 
should review the unit’s address and 
contact information. Consistent rental 
scams are frequently generated by 
scraping information from rental or sale 
listings and then relocating that 
information to a different website. 
Listings affiliated with suspicious looking 
phone numbers or email accounts 
deserve additional scrutiny. 

b. Input the collected addresses into the Address 
Locator Tool to confirm that the units are in 
Opportunity Areas. 

c. Confirm affordability of selected units using 
correct payment standard and individual client’s 
Adjusted Gross Income (AGI) information. 

d. Cross reference owner contact information 
(including listed phone number and name) and 
unit address with existing CRM data to identify 
whether a previous contact has been made. 

i. If there is an existing record for either 
the rental unit or the property 
representative, review past notes to 
gauge whether another contact could be 
potentially fruitful. 

e. Organize the collected units to prepare for 
owner contact. 

f. Special attention should be paid to whether units 
are listed by realtors, managers, and/or owners. 
This may not always be readily apparent. 

2. Contact the owner or representative listed in ads:  
a. Call the listed property manager/owner. 

i. Sometimes properties will not have a 

listed phone number and outreach must 

be conducted via email. However, when 

Goals: 

• Identify available, affordable 
units in Opportunity Areas 
that would meet clients’ 
housing needs 

• Educate property owners and 
managers about the 
Community Choice 
Demonstration 

• Expand the list of available 
Opportunity Area units for to 
provide as unit referrals to 
clients 

Performed by: 

Leasing Coordinator 

Required materials: 

• Owner Brochure 

• Program CRM 

• Webpages describing the 
program (to be developed)  

• Address Locator Tool (to be 
developed) 

Reference Materials: 

• Making the Pitch to Property 
Owners training (to be 
developed) 

• Affordability and Rent 
Reasonableness Training (to 
be developed)  
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there is an option, phone calls are always preferable. 

ii. Leasing Coordinator introduces themselves to the property owner and 

references unit address. 

1. Request more information regarding unit amenities and unit availability. 

b. Introduce the Community Choice Demonstration  

i. Ask if the property owner has any experience renting to tenants with Housing 

Choice Vouchers. 

ii. If the answer is “no,” ask the representative if the owner has ever considered 

renting to tenants with HCVs and what the individual’s familiarity is with the 

HCV leasing process and general program. 

1. Use the program webpages as a guide for the main selling points of the 

program. Main incentives for renting to tenants associated with 

Community Choice Demonstration include: 

a. Reliable rent payments based upon tenant’s income 

b. Tenants with HCVs tend to stay in place longer than market rate 

peers 

c. Lease-up bonus  

d. Access to damage mitigation fund 

e. Expedited leasing process and improved owner support 

f. Readily available tenant supply for filling vacancies 

g. Acting as a liaison with the Housing Authority 

iii. If the answer is “yes,” ask the representative if the owner is interested in 

considering applicants with HCVs for that particular property. 

1. Offer details on the benefits specific to the Community Choice 

Demonstration. Main incentives for renting to tenants associated with 

Community Choice Demonstration include: 

a. Reliable rent payments based upon tenant’s income 

b. Tenants with HCVs tend to stay in place longer than market rate 

peers 

c. Lease-up bonus  

d. Access to damage mitigation fund 

e. Expedited leasing process and improved owner support 

f. Readily available tenant supply for filling vacancies 

g. Acting as a liaison with the Housing Authority 

c. Determine whether the owner would be open to considering applicants with HCVs. 

i. If the answer is “yes,” provide an overview of the PHA leasing process. This may 

require a more detailed follow up via email with bulleted steps. 

1. Request more information about owner screening requirements 

regarding income, credit, criminal history, pet policy, rental history, and 

application fee. 

ii. If the answer is “no,” request more information regarding the basis for that 

decision. 
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1. If this conversation results in increased interest but not an outright 

request for tenant referrals, let the representative know that you will 

follow up with them in the near future. Note a date for follow up. 

2. If the answer is a hard “no,” and the area of the unit in question is 

protected by a Source of Income law, inform the property owner of the 

law and offer to provide additional information.  

iii. If you are conferring with a realtor, ask if the realtor could follow up with the 

property owner. 

1. Send the realtor an email with a Community Choice Demonstration 

overview including program brochure and link to website. 

2. Note when the realtor should be contacted in the near future to inquire 

about owner decision. 

d. Input unit information into CRM 

i. Where the Leasing Coordinator is unable to reach a contact for an available unit, 

make a note to follow up back up with the point of contact during the next 

business day. 

Rationale:  

Property owner participation in the voucher program appears to be declining in many cities and owner 
participation is even more challenging in Opportunity Areas. Many property owners may have 
preconceived notions about the voucher program; however, few will have heard of the new Community 
Choice Demonstration, which offers a variety of new benefits to HCV property owners. Especially in 
more competitive and/or segregated markets, proactive property owner outreach will be a very 
important component of the Community Choice Demonstration model and is a primary, pivotal role of 
the Leasing Coordinator. Many property owners will need to be “sold” on working with a voucher tenant 
before they are willing to consider renting to a family with a voucher. Without willing property owners, 
there will be no opportunity moves. 
 
The Community Choice Demonstration should contact property owners and managers who have active 
vacancies they are looking to fill as a best practice in identifying available units for families in mobility 
programs. This method has been tested across the country, from Seattle, to St. Louis and Baltimore, and 
beyond. Although many property owners might be receptive to Mobility clients, they do not typically 
seek out the program or program clients when they have an available rental unit. Previous programs 
have found the most success through contacting owners and managers at the right time. By providing 
owners with information about the program using a well-tailored “sales pitch,” Leasing Coordinators can 
increase the chances that an owner will be willing to consider Mobility tenants and open up their 
application to Community Choice Demonstration clients. Often times, having the Leasing Coordinator 
make the first pitch to owners is advisable (as opposed to the family) because the Leasing Coordinator is 
the most knowledgeable representative of the Community Choice Demonstration and they can easily 
answer any questions the owner might have. Ideally, families will only need to convince the owner that 
they will be a good tenant, rather than trying to sell the owner on the Community Choice Demonstration 
as whole.  
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Maintaining an Available Unit List   
Steps:  

1. Units where the property owner has agreed to consider 
Community Choice Demonstration clients are maintained 
on a special list while the unit is available.  

2. The Leasing Coordinator should check the unit listing at 
least weekly to ensure the unit is still listed as available 
online, and always prior to sending the unit on as unit 
referral to the client.  

 

Rationale:  

Maintaining an available unit list is a primary role of the Leasing 
Coordinator. The available unit list is a primary tool the Leasing 
Coordinator uses to perform their job. Without proper 
maintenance of the list, the unit listings on the list will become 
stale, and the Leasing Coordinator may run into issues with not 
having enough available units, or with sending unit listings to 
clients that are no longer available for rent.   

  

Goals: 

• Have readily available units 
that meet clients’ needs  

• Keep list updated so that only 
units that are still on the 
market are on the list 

Performed by: 

Leasing Coordinator 

Required materials: 

• Program CRM 
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Additional Owner Outreach Activities 
These additional activities are not required by the CMRS Model 
but may aid service providers in locating additional property 
owners that will rent to voucher families.  
 
Steps:  

1. In addition to the ongoing activity of Proactive Owner 
Outreach, program staff should see if: 

a. Property owners in Opportunity Areas are 
already renting to voucher families in 
Opportunity Area and reach out to those owners 
to see if they have additional units. This simple 
analysis can be done using 50058 data.  

b. There are in units built through the LIHTC 
program which are required to take HCV 
applications. https://resources.hud.gov/#  

2. Seek opportunities to network and speak at industry 
events, meetings, and conferences. 

3. Write up short articles for the local industry newsletter. 
4. Seek opportunities to engage with well-established 

property owners that can introduce the program to 
additional owner audiences and act as an ambassador 
that can speak to the benefits of the program.  

 
Rationale:  

While reaching out to property owners with currently available 
units on the market is the tried-and-true method to connect 
program clients to Opportunity Area units, these additional 
outreach methods may also yield fruitful relationships with 
property owners. Program staff are encouraged to test out these 
activities and see if they help to connect the program to more 
owners with Opportunity Area units, so long as they do not 
interfere significantly with the primary model activities.  
 
 
 
 

  

Goals: 

• Attract more owners to lease 
up with program clients  

Performed by: 

Leasing Coordinator 

Required materials: 

• Owner Brochure 

 

https://resources.hud.gov/
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Unit Referrals 
 
Steps:  

1. Provide unit referrals based on the data established 
between the client and the Coach in the Pre-move 
Appointment.  

2. Prior to making referrals:  
a. Review tenants with active searches, prioritizing 

those who are scheduled for a referral 
i. Review bedroom size, location 

preferences, unit needs, affordability, 
barriers to housing, and the client’s 
summary.  

b. Cross reference the available units list for places 
that would be appropriate for the client. 

c. Call or text the client to introduce yourself if you 
have not previously interacted with them and let 
them know you are going to be starting to send 
them unit referrals. 

3. Contact the client via text or email to share links to units. 
a. Explain why it might be a good fit for them even 

if it doesn’t check all of their boxes.  
b. Some units may be sent to multiple clients 

searching in the same area. 
4. Record the referral in the CRM. 
5. Discuss with client what they think about the options 

sent to them. 
a. Encourage clients to contact the owner and set 

up tours. Offer to assist in this process.  
b. If a client isn’t interested in a unit, discuss why to 

see if they can be persuaded to consider the unit 
or to learn why the unit is not an appropriate 
option for their family. 

6. In the event that the Leasing Coordinator is unable to 
find a unit that meets the client’s criteria, they should 
contact the client to discuss expanding their search area 
and/or updating their “non-negotiable” needs. The 
Leasing Coordinator may want to also have some other 
units available that might work for the client, even if they 
do not perfectly meet the client’s criteria.  

 
Rationale:  

In some markets, providing unit referrals may be the single 
largest benefit to clients who choose to participate in the 
Community Choice Demonstration. A client can have a perfect 
rental history, great credit, and money saved up to move but if 

Goals: 

• Provide clients with unit 
options in Opportunity Areas  

• Connect property owners with 
clients 

Performed by: 

Leasing Coordinator 

Required materials: 

• Program CRM 
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no property owners are willing to rent to them because they have a voucher, they will never be able to 
move to an Opportunity Area. Carefully tailored unit referrals can make clients feel special – like the 
program is working for them and that program staff heard their needs during the Pre-move 
Appointment.  
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Unit Tours 
 
Steps:  

1. For clients who are apprehensive about touring units on 
their own, or who lack reliable transportation, the 
program staff will attend unit tours with the client, when 
possible, by providing clients with a ride or meeting 
clients at the unit.  

a. Other clients may request Program Staff to help 
set up a tour but will attend the tour on their 
own.  

b. In cities where many clients rely on public 
transportation to get around, programs may also 
consider providing their clients with bus or 
subway passes to utilize for unit tours. 

2. Prior to touring a unit, program staff may remind clients 
about best practices to make a good impression with the 
owner. 

3. For clients that may apply for the unit on the spot, 
program staff should remind them to bring any 
information they need to apply for the unit and their 
Application Cover Letter if they have one. 

4. Program staff should encourage clients to take the lead 
role in touring the unit and asking the owner questions. 
Before or after touring a unit, the program staff may also 
show the client around the neighborhood, making stops 
that might be of particular interest to the client such as:  

a. Schools 
b. Grocery stores 
c. Community Centers 
d. Parks 

5. Record interaction in the program CRM.  
 
Rationale:  

Some clients will benefit from the accompaniment of Program 
Staff on unit tours, especially if they are apprehensive about 
moving, or if they lack reliable transportation. Attending tours 
with clients allows the Program Staff to offer feedback to clients 
who may not have a lot of experience with interacting with 
Opportunity Area owners. Attending tours with clients also gives 
Program Staff the opportunity to immediately debrief the tour, 
discussing benefits and tradeoffs of the unit with the client 
directly after the tour.  
 

  

Goals: 

• Ensure clients have 
transportation to unit tours 

• Help clients coordinate tours 
and make successful client-
owner introductions 

• Program team members 
model best practices in owner 
engagement during tours of 
units 

Performed by: 

Leasing Coordinator or Coach 

Required materials: 

• Owner Brochure 

• Program CRM 
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Ongoing Check-ins 
The Coach and the Leasing Coordinator should be in close 
communication during this stage to ensure that the client feels 
supported. In some cases, the client may reach out more to the 
Coach, in other cases they may reach out to the Leasing 
Coordinator. Where feasible depending on current caseloads, 
program staff should be flexible and follow the client’s lead 
regarding who they contact for support.  
 
Steps:  

1. Remotely check-in with client about their active housing 
search. Ask basic questions such as – How it is going? 
Have you toured any units? Have your priorities shifted 
at all? Have they put in any applications?  

2. Help to troubleshoot with client if they are running into 
any issues. 

3. Remind client about their stated reasons for wanting to 
move to an Opportunity Area should they become 
discouraged. 

4. Help the client consider tradeoffs about various 
neighborhoods and units. Use motivational interviewing 
techniques to encourage clients to pursue their long-
term goals.  

5. If program staff are unable to make contact with clients 
after multiple attempts, refer to the Inactive Clients 
policy towards the end of this document. 

6. Record experience in the program CRM.  
 
Rationale:  

This is the time period when a client actually makes a decision to 
put in an application on an Opportunity Area unit. Clients may 
also be choosing between a different non-opportunity area unit 
or thinking about just staying in their current unit and program 
staff should be available to help clients consider all of their 
options. The staff can play an important role here to help the 
client maintain their motivation to pursue an Opportunity Area 
property, especially in the face of adversity such as limited rental 
options in opportunity areas or a denied rental application.   
 

  

Goals: 

• Ensure that clients are actively 
looking for units and pursing 
unit referrals  

• Help to build and maintain 
motivation for clients to move 
to an Opportunity Area 

Performed by: 

Leasing Coordinator or Coach 

Required materials: 

• Program CRM 
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Submitting Applications 
 
Steps:  

1. Client reaches out to the program staff to request 
assistance with filling out a rental application. 

2. The staff member meets the client at the office or 
another convenient location and walks them through the 
application. 

3. The staff member can also pay the application fee and 
other associated fees, using steps and required 
documentation in accordance with the Flexible Financial 
Assistance policies. 

4. Record experience in the program CRM.  
 
Rationale:  

Some clients may lack the technology, skills, or organization 
necessary to put in rental applications on their own. Program 
staff can remedy this barrier by assisting families in submitting 
their applications.  
 

  

Goals: 

• Staff members helps client to 
fill out applications to ensure 
of their accuracy and 
completion  

Performed by: 

Leasing Coordinator or Coach 

Required materials: 

• Program CRM 
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Flexible Financial Assistance 
 
Flexible funds, up to $750 

The program will cover moving- and transition-related expenses 
for families up to $750 for Opportunity Area units. The expenses 
eligible for these funds are described to families in four 
categories: application fees, administrative fees, bus or train 
passes, and a Coach discretionary fund. Funding paid out through 
the Coach discretionary fund may not exceed more than $500 
per family and expense billed under the Coach discretionary fund 
may not exceed $100 without pre-approval by the Team Lead.  

 
Flexible funds are available to families throughout the lifetime of 
their involvement in the program but the amount does not 
replenish with subsequent moves.  The policies for each expense 
are explained in greater detail below.  
 

Application Fees  
The Mobility program will pay for application fees for 
each adult member of the household, either directly or 
through reimbursement to the family. The Mobility 
program can only have one outstanding application for a 
family at a time (no family can have multiple applications 
pending). If through reimbursement, the client must 
provide proof of payment to the Mobility program and 
fill out a Financial Assistance Reimbursement Request in 
order to be reimbursed.  
 
Administrative Fees and Processing Fees  
As with an application fee, the Mobility program will pay 
the administrative or processing fee for Mobility clients. 
These are fees that some owners charge to process a 
rental application. The fee is paid at the same time as the 
application fee. It is recommended that the program pay 
for administrative fees outright, rather than through 
reimbursement where possible, since reimbursable 

Assistance Type Amount Available  

Application Fees 
Any amount as long as total 
funds expensed do not 
exceed $750 

Administration and Processing 
Fees 

Bus or Train Passes 

Coach’s Discretionary Fund 
Up to $500 as long as total 
funds expensed do not 
exceed $750 

Total Amount Available $750 

Goals: 

• Reduce the financial costs of 
moving 

• Reduce the financial 
disincentive to stay in place or 
to move to a non-Opportunity 
Area unit 

Performed by: 

Any staff; Team Lead processes 
payment  

Required materials: 

• Client Binder: 
o P4: Financial 

Assistance 
Reimbursement 
Request form  

o Utility Arrears 
Payment Request 

• Program CRM 
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administrative fees that are paid with the application are reimbursed to the initial entity that 
paid the fee.  
 
Bus or Train Passes 
For families that identify a need for assistance with the costs associated with touring units in 
Opportunity Areas, the program will provide transportation passes to the family, as many as are 
needed for each member of the family touring the unit or units. This may be a book of passes, or 
a pre-paid card, depending on the payment platforms available in the community.   

 
Coach's Discretionary Fund 
Coach’s Discretionary funds are available to families on a case-by-case basis if the family 
presents the expense as a need to their Coach, and should not be heavily advertised to clients.  
These funds are accessible to families for the lifetime of the program. Expenses from the 
Coach’s Discretionary Fund are typically for clients after they move, but some such as utility 
arrears may be paid prior to the family moving. Additionally, the fund is not intended for 
ongoing financial obligations.     
 
The following are allowable expenses that can be covered by the discretionary fund: Utility 
arrears (see sample request form, Utility Arrears Payment Request form) 

• Utility connection fees 

• Items to make a new unit accessible (e.g. bathroom grab bars or a hand rail for a few 
steps) 

• Move-in fees or deposits 
 

The fund may also be used to cover expenses for clients who are moving to an Opportunity Area 
unit where the client would not have incurred the expense if they had moved to a non-
opportunity area. Similarly, the expenses should not be available at alternative agency referral 
partners where the agency regularly refers clients.  Examples include: 

• School enrollment fees 

• Community Center registration fee 

• Sport enrollment fee or uniform fees (where the expense for these items did not exist in 
the prior neighborhood) 

• Driver’s education fees 
 
Ineligible expenses would include:  

• Renter’s Insurance  

• Child Care 

• Moving company or van rentals (Note: while expenses such as movers, or vehicle rentals 
are move-related, these expenses are not eligible as they are cost prohibitive) 

• Personal items such as clothing, shoes, phones, etc. 

• Before or after school care 

• Last month’s rent for either an old or new unit 

• Prorated rent of a new unit 

• Pet fees or deposits 

• Parking fees 

• Furniture 
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These items either do not have a discrete end date (ex. ongoing financial obligations) or are not 
costs that result from a family’s move to an opportunity area. The Coach should consult the 
Team Lead if they are unsure if an expense would qualify for the Coach’s Discretionary Fund.  

 
Steps (to be further filled out by each PHA) 

1. Client contacts the program requesting a fee be paid or reimbursed to them. 
2. Most financial support requests can be made through reimbursement or by direct payment. 
3. Appropriate documentation is received by the program based on the type of financial support 

(see the Financial Assistance Request Form).  
4. Mobility staff review request based on eligible expenses 

a. Team Lead reviews the request if it is for the Coach’s Discretionary fund and the amount 
is higher than $100 

5. Mobility staff process the request and [Insert check request process]. 
6. [Insert office] processes the check request and provides appropriate party with payment.  
7. Funds provided to the family are recorded in the program CRM. 

 
Rationale:  

The costs associated with moving may prevent some families from being able to move. There are 
additional financial barriers to moving as well as moving into an Opportunity Area in particular. These 
costs include application fees, administrative fees, holding fees, security deposits, overlapping rent 
costs, and move-in fees. By reducing this these financial barriers, more families may be able to move to 
Opportunity Areas. The Coach’s Discretionary Fund is capped at $500 with the intent that clients will 
have funds remaining under the flexible financial assistance category for primary moving-related 
expenses such application fees and processing fees in the event that the client needs subsequent move 
services.  
  



  

 

COMMUNITY CHOICE 

DEMONSTRATION 

The Community Choice Demonstration 
connects families with Housing Choice 
Vouchers to property owners in Opportunity 
Areas in the [fill in] region. Families participating 
in the program pre-move coaching and training to 
help them be successful tenants in their new 
neighborhoods.  
 

The Housing Choice Voucher program (Section 
8) is a federal rental assistance program that 
enables low- and moderate-income families 
afford homes on the private rental market. 
Families with vouchers typically pay 30-40% of their 
income towards their housing costs and the 
voucher covers the rest. 

BENEFITS OF LEASING UP 

WITH PROGRAM TENANTS 

Reliable Rent: The Housing Choice Voucher 
program offers property owners guaranteed rental 
payments federally funded and locally administered 
by the Housing Authority. The rent portion from the 
Housing Authority is directly deposited into owners’ 
account each month.  
 

Lease-Up Bonus: Property owners who lease up 
with a program tenant will receive a signing bonus 
in the form of 50% of one month’s rent for each 
tenant they lease up with.  
 

Asset Protection: Property owners can have 
peace of mind when they lease-up with a program 
tenant knowing that they can access a Damage 
Mitigation Fund up to $2,000 in the rare event that a 
tenant leaves their unit damaged.  
 

Rent to a family in need of a home: Families in 
the program are looking for homes in Opportunity 
Areas to give their kids the best chances at 
success. They need property owners to give them a 
chance too.   

 

 

 
 

Organization mission statement 

 

 

 

 

 

 

 

 

 

 

STREET ADDRESS 

CITY, ST ZIP CODE 

PHONE NUMBER 

WEBSITE 

EMAIL 

 

 

Community Choice 

Demonstration 
Every family deserves the chance to thrive 

 

 

 

 

In Partnership with the Chicago Housing 

Authority 

 

 

 

 

 

                 

Logo 

Logo 



 

JOIN THE GROWING LIST OF 

PROPERTY OWNERS 

PARTICIPATING IN OUR 

PROGRAM… 

 

 

 

 

WE LIST UNITS IN 

THESE 

NEIGHBORHOODS 

 

 

 

GET YOUR 

PROPERTY LEASED 

1. Contact the program: Share your unit 

information with us so we can share your listing 

with qualified families. Call [fill in number]. 

2. Select a family: Families interested in your 

property will put in an application for your unit. 

After you select a family, you and the tenant fill 

out information that goes to the Housing 

Authority.  

3. Housing inspection and rent 

determination: The Housing Authority will do a 

basic health and safety inspection. This is 

typically scheduled in [fill in] days. The Housing 

Authority will then confirm that the rent price is 

reasonable for the area and affordable for the 

tenant.  

4. Sign leasing documents: You and the 

tenant sign your lease, and you and the 

Housing Authority sign a Housing Assistant 

Payment Contract.  

5. Receive payments: You will receive the 

lease-up bonus from the program after your 

paperwork is turned in, and monthly rent 

payments from your tenant and the Housing 

Authority.  

 

The  

Community Choice 

Demonstration 

might be right for 

you! 

Reliable Rent Lease-up  
Bonus 

Asset 
Protection 

Albany Park 
Archer Heights 
Ashburn 
Avondale 
Belmont Cragin 
Beverly 
Bridgeport 
Clearing 
Dunning 
East Side 
Edgewater 
Forest Glen 
Garfield Ridge 

Hegewisch 
Kenwood 
Hermosa 
Hyde Park 
Irving Park 
Jefferson Park 
Lake View 
Lincoln Park 
Lincoln Square 
Logan Square 
Loop 
Montclare 
Morgan Park 

Mount Greenwood 
Near North Side 
Near South Side 
Near West Side 
North Center 
North Park 
Norwood Park 
O’hare 
Portage park 
Uptown 
West Eldson 
West Lawn 
West Ridge 
West Town 

Helping  
Families 
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Utility Arrears Payment Request 
This form is to be filled out by Community Choice Demonstration staff on behalf of a client. 
Paying for utility arrears should be considered a last resort after other utility arrear repayment 
program options have been explored.  
 
Program staff must contact the utility company to confirm the amount owed and request any 
information required by the housing authority finance department (such as information for 
vendor set-up) to make a payment to the utility company.  
 
These funds are a part of the Coach’s Discretionary Fund and payment may only be made 
towards utility account balances that will impede the family from being able to move into their 
new unit.  
 

Client name: Client ID number: Date: 

   
 

Utility type Company Name 
Client’s account 
number Amount Owed 

Electricity    

Gas    

Water    

Sewer    

Trash    

Oil    

Total:   
 
Attach the most recent utility bill(s). The bill(s) must include:  

1. Company name 
2. Client’s name 
3. Client’s account number  
4. Client’s current address, or former address where bills were incurred 

 
Additional comments by program staff or information received from utility company: 
  

 

 

 

 
 

Staff member initials: ____ 
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Phase 5: Leasing-up 
 
Summary: This is the short phase where the paperwork processing, inspections, and move-in processes 
are underway for the unit selected by the client.   
 
Timeline: Clients enter this stage when they have an application accepted by a property owner and 
choose to start the PHA’s lease up process. While many of the processes here will be PHA specific, there 
are program-specific goals that result in an expedited lease up process.  
 
Key parties:  Coach, Leasing Coordinator, and Team Lead 
 
Activities:  

Request for Tenancy Approval (RFTA) Filing Assistance 
Fast Inspections 
Holding Fee 
Security Deposit Assistance 
Owner Signing Bonus  
 
Associated documents:  

Client Binder  
Security Deposit Promissory Note (attached)  

  



CMRS Guide 
Last Edited: 9/29/21 

61 
Phase 5: Leasing-up 

Request for Tenancy Approval (RFTA) Filing Assistance  
  
Steps (to be determined at each site; sample below) 

1. The RFTA Cover Letter is intended to flag that the RFTA 
Packet should be expedited by the Housing Authority, 
however PHAs may choose to denote this by some other 
method. 

2. Program staff assist in expedited processes for 
Opportunity Area units: 

a. Leasing Coordinator answers any questions the 
property owner or client may have in filling out 
the RFTA.  

b. If necessary, program staff may assist in 
physically turning in the paperwork to the 
Housing Authority. 

c. (PHA processes the RFTA first, skipping other 
packets “in line”). 

 
 
Rationale:  

Two primary complaints regarding the HCV program amongst 
property owners is that there is (1) too much paperwork, and (2) 
too much bureaucracy. By assisting in filling out the paperwork 
and ensuring that it makes it into the right hands at the PHA, the 
program mitigates both of these concerns. The PHAs should also 
consider prioritizing the RFTA packets for the Community Choice 
Demonstration participants as they come in to reduce the 
number of days between submission of the paperwork and the 
inspection being scheduled.  

  

Goals: 

• Quickly fill out RFTA 
paperwork for submission to 
the PHA for Opportunity Area 
units 

• PHA quickly processes the 
RFTA paperwork for 
Opportunity Area units 

Performed by: 

Leasing Coordinator  

Required materials: 

• Program CRM 
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Fast Inspections  
 
Steps (to be determined at each PHA) 

1. Each PHA should determine how to make this process 
works. Options might include:  

a. Leaving time open in an inspector’s schedule to 
allow for these Mobility inspections. 

b. Allowing the Leasing Coordinator to become 
HSQ-certified to conduct inspections.  

c. Have inspectors with more flexible schedules 
conduct the inspections. 

 
Rationale:  

Similarly to the RFTA Filing Assistance activity, the fast 
inspections process reduces the time from application-
acceptance to lease-signing. By reducing this timing, the program 
reduces the amount of time the unit sits vacant on the market, 
costing the property owner money. The reduction in time 
required also makes the HCV program work more similarly to the 
private market.  
 

  

Goals: 

• Schedule an inspection in a 
timely manner for 
Opportunity Area units 

• Conduct an inspection soon 
after it is scheduled for 
Opportunity Area units 

Performed by: 

Leasing Coordinator  

Required materials: 

• Program CRM  

• HCV line of business software 
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Holding Fee 
 
Holding Fee Policy 

The Community Choice Demonstration will pay the holding fee 
for Opportunity Area units up to half the deposit amount, after a 
tenant’s application has been accepted but before the lease 
signing. The owner must sign a Holding Fee Agreement form 
between the program and the owner that specifies the terms, 
including the holding fee amount, how the holding fee gets rolled 
into the deposit, and under what conditions the fee will be 
returned. In general, owners need to accept responsibility for 
making needed repairs to a unit required by inspections and can 
only keep the holding fee if the client is at fault for not entering 
into a lease.  Should an owner back out of the lease-up process 
and refuse to return funds to the program, the Housing Authority 
may not withhold HAP funds as a method of recouping the funds.  
 
Clients may also pay the fee and request a reimbursement from 
the program as long as they filled out the Holding Fee Agreement 
form and have a receipt of payment from the owner showing 
that the fee was paid. Clients can use the Financial Assistance 
Reimbursement Form to request the reimbursement. 
 
Steps (to be determined at each PHA; sample below) 

1. Leasing Coordinator and/or client offers owner a holding 
fee up to half the deposit amount.  

2. Owner signs the Holding Fee Agreement form.  
3. Owner receives holding fee. 

a. Client may pay and request a reimbursement.  
i. Leasing Coordinator or Coach processes 

reimbursement request.  
b. Program may pay via [Insert check request 

process]. 
i. [Insert office] cuts a check for the 

property owner within 1 week of receipt 
of paperwork. 

4. Record holding fee amount in the program CRM.  
 
Rationale:  

In some markets, it is not uncommon for an owner to request a 
holding fee that is rolled in to the security deposit after an 
application is accepted but before a lease is signed. For owners 
leasing up with a tenant that requires an inspection prior to lease 
signing, requiring a holding fee gives the owner peace of mind 
that their applicant is serious about renting their property and 
won’t choose another property last minute.  

Goals: 

• Reduce financial barrier for 
families to lease up in an 
Opportunity Area  

• Reduce financial risk for 
owners who remove their unit 
off the market while it 
undergoes inspection prior to 
lease signing  

Performed by: 

Any staff; Team Lead processes 
payment  

Required materials: 

• Client Binder 
o P5: Holding Fee 

Agreement  
o P4: Financial 

Assistance 
Reimbursement 
Request form 

• Program CRM  
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From a financial standpoint, paying for a holding fee is no different from the security deposit. However, 
if the program pays for a holding fee, they assume the risk that the tenant walks away from the unit, 
rather than the tenant who would otherwise forfeit their money if they chose not to lease up with the 
unit. Still, the chances of this occurring seem relatively low compared to the relative benefit families 
would experience from receiving assistance for holding fees. Programs should aim to pay holding fees as 
soon as possible to property owners so that clients do not miss out on leasing an Opportunity Area unit. 
If it takes weeks for a program to pay a holding fee, the likelihood of a unit still being on the market may 
be very low.  
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Security Deposit Assistance  
 
Security Deposit Policy 

Families may request for the Community Choice Demonstration 
to pay for the security deposit outright or request to be 
reimbursed by the program with the appropriate documentation. 
The Community Choice Demonstration will pay a security deposit 
up to twice the monthly rent amount for the family’s first 
Opportunity Area unit only. Security deposits for subsequent 
moves will not be covered if the program previously paid a 
security deposit on behalf of the client. 
 
The Community Choice Demonstration will only pay the deposit 
once a lease has been executed that identifies the amount of the 
deposit. The Community Choice Demonstration may provide 
owners with a promissory note in lieu of having the deposit at 
the lease signing. Clients and/or their program staff must fill out 
the necessary internal paperwork and turn it in to the 
appropriate financial department.  
 
If the family is requesting a reimbursement, they need a formal 
receipt from the owner that the deposit has been paid in full 
along with the executed lease and fill out a Financial Assistance 
Reimbursement Request in order to be reimbursed.   
 
Steps (to be further filled out by each PHA) 

1. The client or property owner requests a Security Deposit 
Promissory Note from Program Staff.  

2. Program staff confirm that the unit is in an Opportunity 
Area, affordable, and rent is reasonable for the unit if 
this check has not already been performed.  

3. Program staff provide the Promissory Note to the 
property owner.  

4. Program expeditiously pays the security deposit via 
[Insert check request process] once the they have 
received the executed lease.  

5. Alternatively, the client may pay the deposit and request 
a reimbursement using the Financial Assistance 
Reimbursement Request form. 

a. Client provides documentation: (a) executed 
copy of the lease; (b) receipt from owner that 
the deposit was paid. 

b. The Team Lead processes the payment request.  
6. Record security deposit assistance and amount in the 

program CRM.  
 

Goals: 

• Reduce the financial costs of 
moving 

• Reduce the financial 
disincentive to stay in place or 
to move to a non-Opportunity 
Area unit  

Performed by: 

Any staff; Team Lead processes 
payment  

Required materials: 

• Client Binder 
o P4: Financial 

Assistance 
Reimbursement 
Request form 

• Security Deposit Promissory 
Note 

• Program CRM  
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Rationale:  

The cost of a security deposit prevents some families from being able to move. The security deposits in 
Opportunity Areas will likely be higher because the average contract rent is higher.  Property owners in 
Opportunity Areas may also have stricter application criteria and require a higher deposit for a family 
with a low credit score. By paying for the cost of the security deposit, more families may be able to 
move to Opportunity Areas. It is important that the program pays the security deposit quickly to 
property owners, in keeping with the traditional business practices for market-rate rental units. Most 
property owners do not sign leases and take units off the rental market until the security deposit for the 
unit has been paid. The Security Deposit Promissory Note is intended to be a very short-term solution 
for the interim time period between the signing of the lease and the owner receiving the deposit.  
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Owner Signing Bonus  
 
Owner Signing Bonus Policy 

The Community Choice Demonstration will pay a signing bonus 
to the owner each time they lease up a property in an 
Opportunity Area to a Mobility client. The amount of the bonus 
will be a 50% of one month’s contract rent. Owners may collect 
the signing bonus after returning the executed lease and 
executed HAP contract to the PHA.  
 
Steps (to be determined at each PHA; sample below) 

1. Leasing Coordinator provides the [insert point of contact 
or office] with the necessary documentation of the 
Opportunity Area move including executed lease and 
HAP contract. 

2. Record bonus in the program CRM.  
3. [Insert check request process]. 
4. [Insert office] cuts a check for the property owner within 

1 week of receipt of paperwork. 
 
Rationale:  

There are additional upfront costs for an owner leasing up with a 
voucher tenant. Owners have to take their unit off the market 
while they complete the PHA’s required paperwork, undergo an 
inspection, and in many cases, complete repairs and conduct 
another inspection. In a competitive rental market, these costs 
put voucher clients at a disadvantage compared to applicants on 
the private rental market.  
 
A signing bonus based on the monthly rental amount can put 
clients at a competitive advantage compared to market rate 
tenants and mitigate the sunken costs of leasing up with a 
voucher tenant. Owners who receive a signing bonus will be 
incentivized to get the tenant into their unit as soon as possible 
in order to make a relative profit from the signing bonus they 
receive with the HCV tenant.  
 
 

Goals: 

• Encourage more property 
owners with Opportunity Area 
units to participate in the 
voucher program by offering a 
financial incentive  

• Quickly provide the financial 
incentive to property owner 
upon move-in 

Performed by: 

Leasing Coordinator; Team Lead 
processes payment  

Required materials: 

• Program CRM  

 



September 29, 2021 
 
 
Subject: Security Deposit Promissory Note 
 
 
Dear Property Owner Pat:  
 
I am reaching out to you on behalf of your new tenant, Jane Doe, who will be leasing your unit at 1234 
Valley View Drive, Chicago IL 60604.  
 
Ms. Doe participates in the Housing Authority’s Community Choice Demonstration. As a benefit of her 
participation, the Community Choice Demonstration will pay her security deposit in full. Upon the 
completion of her tenancy, any remaining deposit may be returned directly to Ms. Doe.   
 
After our office receives the executed lease, we will write you a check for the full security deposit 
amount of $xxxx. Please allow up to two weeks for the check to be mailed to you.  
 
This notice serves as confirmation that you will receive your deposit in full for Ms. Doe. Please contact 
me if you have any questions or concerns.  
 
Thank you,  
 
 
[Name] 
Leasing Coordinator 
Community Choice Demonstration 
Housing Authority 
 
[phone number] 
[email] 
  

  



CMRS Guide 
Last Edited: 9/29/21 

69 
Phase 6: Post-Move Check-Ins 

Phase 6: Post-Move Check-Ins 
 
Summary: Post-move check-ins are meant to ensure that the client is settling into their new home and 
community and to promote long-term tenancy in an Opportunity Area. A check-in with the property 
owner also helps to ensure there are no significant issues in the initial days post-lease signing. Only 
clients who move to Opportunity Areas receive post-move check-ins under Phase 6. Clients who do not 
move, or who do not move to an Opportunity Area are not eligible for services in Phase 6 and go directly 
to Phase 7 when their search is complete.  
 
Timeline: Clients enter this stage after they have successfully leased up into a property in an 
opportunity area.  
 
Key parties:  Coach and Leasing Coordinator 
 
Activities:  

Owner 1-month Post-move Check-in 
Client 1-month Post-move Check-in 
Additional Post-move Check-ins 
 
Associated documents:  

Client Binder  
Post-Move Assessment (attached) 
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Owner 1-month Post-Move Check-in 
 
Steps: 

1. Leasing Coordinator calls or emails the owner 30 to 60 
days post-move as a general check-in. 

2. Leasing Coordinator and owner discuss any issues the 
owner is having with the client or the Housing Authority 
and make a plan to resolve issues.  

3. Leasing Coordinator follows up with appropriate parties 
as necessary to resolve issues. 

a. PHA point of contact 
b. Client’s Coach 

 
Rationale:  

These informal but scheduled check-ins help to resolve any 
potential issue the property owner has had with the client or the 
PHA. The check-ins also serve to provide the property owner with 
superior customer service and to assure them that the program 
staff are available to assist them should an issue arise in the 
future.  

 
  

Goals: 

• Provide superior customer 
service to the property owner 

• Mitigate any issues that might 
jeopardize the client’s tenancy  

Performed by: 

Leasing Coordinator  

Required materials: 

• Program CRM  
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Client 1-Month Post-Move Check-in 
 
Steps:  

1. Develop Welcome Packet for the family based on the 
area and any post-move referrals identified during the 
Pre-Move Appointment.  

a. Programs may choose to send the family 
Welcome Packet ahead of the visit to ensure that 
family has access to the information as soon as 
possible. Sometimes post-move referrals can 
take time to research and establish, so these may 
need to be provided closer to the post-move 
check-in date. 

2. The Coach sets up in-home post-move check-in at a time 
that is convenient for the family 30 to 60 days post-
move.  

a. If clients are uncomfortable with an in-home 
check-in, the appointment can be done a more 
neutral location and the sensory section of the 
Post-Move Assessment will not be completed. 

3. Provide a reminder to the family and receive 
confirmation prior to arrival. 

4. Upon arriving at the home, follow the client’s lead 
regarding conducting a formal meeting or celebrating the 
space and taking interest in the client’s home. Some 
clients will be interested in showing off their new unit, 
others may prefer the Coach to get right to the point.  

5. Use the Post-Move Assessment to prompt conversation. 
Keep the discussion conversational as much as possible, 
following up with additional questions where necessary 
to complete the assessment. 

a. Celebrate family successfully moving into their 
new home/community. 

b. Offer neighborhood-specific information using 
the Welcome Packet and post-move referrals. 

c. Gather information on family’s transition into 
new home/neighborhood. 

d. If applicable, encourage the family to try and 
self-resolve any negative interaction they have 
had with the property owner through problem-
solving and role-playing. 

e. Provide the family with the Post-Move 
Frequently Asked Questions handout so they 
know what to do should any issues arise.  

6. Where applicable, discuss an action plan or next steps to 
resolve any unmet needs discussed during home visit. 

Goals: 

• Mitigate any issues that might 
jeopardize tenancy  

Performed by: 

Coach 

Required materials: 

• Client Binder 
o P6: Post-move 

Welcome Packet 
o P6: Post-move 

Frequently Asked 
Questions 

• Program CRM  

• Post-Move Assessment   

Reference materials: 

• Post-move Appointment 
training (to be developed) 
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a. Do additional follow-up the with family, or owner where appropriate, to ensure that 
issue has been resolved. 

i. For example, clients who identify wanting to improve their employment 
opportunities, pursue their education, or who identify wanting to become 
homeowners should be referred to the Family Self-Sufficiency program.  

b.  
7. Use the Post-Move Assessment to establish if the client should receive additional post-move 

check-ins to help the family with the goals of integrating into their new community and to 
successfully maintain tenancy.  

8. Information can be collected in paper format and transferred to the program CRM or recorded 
directly into the CRM using a laptop or tablet.  

 
Adaptations for a Virtual Environment  

1. Set up a virtual meeting with the client, making sure they can access the platform that is used 
(ie, Zoom, Facetime, or Duo).  

2. Send the Welcome Packet and any additional information on post-move referrals discussed 
during the Pre-Move Appointment to the client ahead of the appointment.  

3. Ask the client to provide a virtual tour of the unit if they are comfortable with offering a tour.  
 
Rationale:  

The initial post-move check-in serves multiple purposes: (1) celebrating the client’s success, (2) offering 
post-move information and referrals, and (3) mitigating any issues the client may be experiencing.  The 
one-month post-move check-in also serves as an opportunity to assess if the client would significantly 
benefit from additional post-move check-ins.  The majority of clients should be able to successfully 
maintain tenancy without any additional intervention by the Community Choice Demonstration. 
However, a small subset of clients may have lingering issues and the post-move appointment is a useful 
meeting to identify those issues. Outcomes from the original MTO study suggested that many families 
moved back to their original community after moving into an Opportunity Area because they failed to 
develop strong social ties in the Opportunity Area communities. By doing this post-move appointment, 
the Community Choice Demonstration will help to establish the client’s new social network in the 
Opportunity Area.  
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Additional Post-Move Check-ins  
 
Steps:  

1. Additional post-move check-ins are typically identified as 
a need during the initial post-move appointment. Check-
ins may be scheduled as a one-time additional check-in, 
or at a more regular interval such as at 3-months and 6-
months post move-in, depending on the client’s needs 
and their preference for additional support.  

a. Singular check-ins should be scheduled for issues 
identified that would likely be resolved in one 
sitting.  

b. Ongoing check-ins should be scheduled for 
clients who identify a need that would require 
multiple touch-points.  

2. The Coach should set up a time that works for the client 
and confirm that the time still works for the client the 
day of the appointment. 

a. The Coach and the client can determine where 
the meeting should take place, or if it can be 
remotely held.  

b. Additional check-ins should only be held in the 
client’s home where the issue identified is about 
the unit, such as a major maintenance issue, or a 
house keeping issue. Other issues can be 
discussed remotely or in an alternative location. 

3. The Coach and client discuss the reason for meeting, and 
problem solve and make a plan for next steps where 
appropriate.  

a. Where a service is needed that is beyond the 
scope offered by the Community Choice 
Demonstration, the Coach will work to find an 
appropriate resource for the client. Some 
examples of this might include clients show signs 
of mental health issues or challenges with daily 
living.  

4. The Coach discusses with the client if an additional follow 
up is needed and they discuss a time for setting that up.  

5. Record the interaction in the program CRM.  
 
Rationale:  
Most clients will not require additional assistance from the 
Community Choice Demonstration after the initial post-move 
meeting, however, a small subset of clients may benefit from 
additional check-ins that are provided on an as-needed basis. 
These check-ins may help clients maintain tenancy and to 
develop social ties in their new Opportunity Area. The additional 

Goals: 

• Resolve any outstanding 
issues identified during initial 
post-move check-in 

• Identify if the client can 
maintain tenancy without 
additional intervention 
moving forward  

Performed by: 

Coach 

Required materials: 

• Program CRM  
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check-ins are scheduled with clients where the check-in may significantly improve a client’s chances of 
maintaining tenancy and integrating into their new community. 
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Post Move Assessment 
Use the prompts below to get information from the client and the client’s home. The examples in the 
boxes under each question help to determine if the client has an issue or not. If an issue is identified, 
use the examples in the boxes to determine if the issue should be graded as low, medium, or high. If the 
client describes a scenario similar to one of the examples, highlight or circle the response. If the scenario 
is different write a description of the situation and grade it as low, medium or high.  The grading of the 
issue will help the user and the client determine what sort of follow-up may be needed.  
 

Definition of issue grades:  

• Low issues: An issue that should be easily resolved with troubleshooting or a referral. 

• Medium issues: An issue that could affect the client’s desire to stay in their home or 
neighborhood, or could threaten their tenancy regardless of the client’s wishes. These 
probably require a referral and/or an additional check-in, either in person or virtual 
depending on the issue.  

• High issues: An issue that will definitely affect the client’s desire to stay in their home or 
neighborhood, or could threaten their tenancy regardless of the client’s wishes. These always 
require a referral and/or an additional check-in, either in person or virtual depending on the 
issue. 

 
Verbal Assessment 

1. Are the kids feeling settled in?  
Request additional information for any issues described:  

Grade of issue Client responses 

No issues 
• Child is getting settled in 

• Child loves their new space  

• The child is adapting to their new environment 

Low 

• Child misses their friends in their old community 

• Problem occurred at school with a teacher or another student 

• Child cannot participate in an extra-curricular activity due to cost 

• Negative interaction occurred with a neighbor 

Medium 

• Problem occurred at school with a teacher or another student 

• Negative interaction occurred with a neighbor 

• Important person in child’s life, such as father or grandparent, has had 
trouble visiting due to the distance  

• The child had a negative experience in the neighborhood or at school 
that the client feels was due to their identity as a racial or economic 
minority 

High 
• Child is refusing to stay at the home and/or spending all of their free 

time in their old community  

  

Other issue Issue grade 
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  Additional notes: 
 
 

2. (If applicable) Did you find a new childcare center for [child’s name]?  
Request additional information for any issues described:  

Grade of issue Client responses 

No issues 
• They switched providers or are able to use the same provider without 

any issues 

Low 
• Client still relying on previous childcare provider despite it being out of 

the way for them 

Medium 

• Client is searching for new childcare but has been unable to locate an 
appropriate provider in their area 

• Client cannot find a provider in the area that will accept the subsidy they 
use 

High 
• Client is in trouble at work or lost their job because they have been 

unable to locate appropriate childcare in their new area 

 

Other issue Issue grade 

 
 
 
 
 

 

 
  Additional notes: 
 
 

3. (If applicable) Are the kids all enrolled in their new school(s)? How is school going for them? 
Request additional information for any issues described:  

Grade of issue Client responses 

No issues 
• Children are enrolled in their new schools 

• Children seem to like their new schools 

Low 
• Child is having trouble catching the bus on time 

• They cannot afford to enroll their child in an extra-curricular activity 

Medium • Child or children have not been enrolled in their new school 

High • Child is being disciplined in school for bad behavior 

 

Other issue Issue grade 

 
 
 
 
 

 

 
  Additional notes: 
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4. How has the new commute to [insert appropriate place such as work, school, place of worship, 
etc.] been going?  

Request additional information for any issues described:  
Grade of issue Client responses 

No issues 
• It’s going well 

• It takes longer to get there but they are managing  

• They made a new friend on their bus route 

Low 
• Client has not learned their new bus route and is getting rides with 

friends or family members 

Medium 
• Client indicates they have been late to work multiple times because they 

have missed their bus or their new commute is longer and they have run 
into more traffic 

High 
• Client is considering giving up their job because they cannot manage the 

new commute 

 

Other issue Issue grade 

 
 
 
 
 

 

 
  Additional notes: 
 
 

5. And what about you, are you feeling settled in to the new home and new neighborhood? Have 
you met any of the new neighbors yet? 

Request additional information for any issues described:  
Grade of issue Client responses 

No issues 

• House is fine  

• Not yet, the client is still getting settled in but everything seems fine 

• Have not met any of the neighbors yet but they have not had any bad 
experiences 

• Met some of the new neighbors and they seem very nice and welcoming 

Low 
• The client had a negative interaction with a neighbor that left them 

feeling frustrated 

Medium 
• Client describes a negative experience their child had in the 

neighborhood or at school that they feel was due to their identity as a 
racial or economic minority 

High 

• Client has had multiple negative experiences in the community that has 
left them feeling discouraged  

• Client is spending most of their free time outside of their new 
community, such as at a friend or family’s house, because they do not 
feel like their new place is comfortable 

 

Other issue Issue grade 
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  Additional notes: 
 

 
6. How are things going with your new property owner?  

Request additional information for any issues described:  
Grade of issue Client responses 

No issues 
• Everything is going fine 

• They have not talked to the owner since they moved in 

Low 
• Client had an interaction with the owner that left them feeling 

frustrated 

• The owner has not made a repair yet that the client requested  

Medium 

• The client cannot figure out the method of paying rent and had to turn it 
in a unique way not described in the lease 

• Property owner has not responded to a maintenance issue despite the 
client’s best efforts to appropriately contact the owner to make the 
repair 

• The property owner has shown up at the unit unannounced and without 
proper notice to the client 

High 

• The client is so frustrated with the owner that they want to move or 
would not consider renewing their lease next year 

• The owner has made sexual advances to the client and suggested that 
the client could skip a rent payment in exchange for sex 

 

Other issue Issue grade 

 
 
 
 
 

 

 
  Additional notes: 
 
 

7. Have you had any maintenance issues since you moved in? If so, were those addressed?  
Request additional information for any issues described:  

Grade of issue Client responses 

No issues 
• No maintenance issues 

• There is an issue but the client feels the owner is dealing with the issue 
appropriately 

Low 
• The client complains that an owner has not resolved a maintenance 

issue 

Medium 
• Property owner has not responded to a maintenance issue despite the 

client’s best efforts to appropriately contact the owner to make the 
repair and the client feels frustrated  

High • The client identifies an emergency maintenance issue  
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• The client identifies a maintenance issue that has frustrated them so 
much they think the house is the wrong fit for them 

 

Other issue Issue grade 

 
 
 
 
 

 

 
  Additional notes: 
 
 

8. Did you have any trouble the system the owner set up for paying the rent? Did you get it in on 
time? What about the utility bills, are they what you expected? Have you gotten them all 
transferred over?  

Request additional information for any issues described:  
Grade of issue Client responses 

No issues 
• No problems with paying bills or utilities  

• The client was surprised at how high the gas bill was but it is 
manageable 

Low 

• The client could not figure out how to pay the rent via the owners 
preferred method described on the lease and ended up dropping the 
rent off at the owners’ house 

• The electricity bill was a lot higher than the client anticipated and they 
are worried it will be high next month as well 

• The client has not transferred one of the utilities over to their name yet 

• The client paid their rent but said they had a reduction in hours and 
have not been able to reach their caseworker at the PHA to update their 
income 

Medium 

• The client indicated that they paid their rent late this month 

• The client was not able to fully pay one of their utility bills 

• The client indicated that they had to have a friend or family member 
help pay one of their bills 

High • The client said they are behind on paying their rent 

 

Other issue Issue grade 

 
 
 
 
 

 

 
  Additional notes: 
 
 
Sensory Assessment  

9. Is there any evidence that the client may have not yet moved into the unit?  
Identify the issue and request additional information:  
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Grade of issue Sensory identifiers  

No issues • The unit is furnished 

Low 
• The unit is sparsely furnished 

• Most of the moving boxes have not been unpacked 

Medium 
• There is a lack of sleeping quarters in the unit, such as a bed, or bed 

linens indicating a place for sleeping 

High 
• There is no furniture in the unit 

• One or more of the utilities does not seem to be turned on 

 

Other issue Issue grade 

 
 
 
 
 

 

 
  Additional notes: 
 
 

10. Is there evidence of a housekeeping issue?  
Identify the issue and request additional information:  

Grade of issue Sensory identifiers 

No issues 

• The unit is a little messy with toys and clothes scattered around the 
place 

• The unit is extremely clean 

• The unit smells like food 

Low 

• There is a smelly odor in the unit indicating a plumbing, personal 
hygiene, or mold issue 

• There are many days of dishes stacked up in and around the sink  

• There are bags full of trash in and around the home that have not been 
taken to the dumpster  

• Piles of dirty laundry not in hampers throughout the house 

• The grass in the yard is overgrown, despite tidy yards amongst the 
neighbors  

• There is grease and other food remnants that have build-up around the 
stove 

Medium 
• There is evidence of a pest or rodent problem, such as bugs on the walls, 

floors or furniture, or rodent feces  

• There are multiple days of food cartons or plates not in the kitchen 

High 

• There is trash build up in and around the unit making it challenging to 
walk  

• There is food that has been left in inappropriate places, such as on the 
floor or directly on furniture  

• There is evidence of untrained or unkept pets such as an overflowing 
litter box, or signs of pet urine or feces that has not been cleaned up 

 

Other issue Issue grade 
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  Additional notes: 
 
 

11. Does there appear to be any damage to the unit?  
Identify the issue and request additional information:  

Grade of issue Sensory identifiers 

No issues 
• There is no damage to the unit  

• There are a few nicks and scrapes to the walls or flooring 

Low 
• A door seems to be hanging off the hinges 

• There is a small hole in one of the walls 

Medium 

• There are multiple small items that seem to have been damaged by the 
client since they moved in 

• A broken appliance such as a microwave door detached from the 
microwave 

High 

• Extensive damage to unit, such as carpeting pulled up or severely 
ripped, large holes in walls or doors, cabinets that have been pulled 
away from the wall, etc.  

• A maintenance issue that has gone unreported, such as a large leak in 
the roof or a broken window allowing water into the unit  

 

Other issue Issue grade 

 
 
 
 
 

 

 
  Additional notes: 
 
 

12. Is there evidence that the client is in some other violation of their lease or the Family 
Obligations with the PHA?  

Identify the issue and request additional information:  
Grade of issue Sensory identifiers 

Low • Smell of cigarette smoke 

Medium 

• Evidence that a person not on the lease is staying in the unit 

• A pet not on the lease in the unit 

• Large modifications to the unit, such as adding a pet door to an exterior 
door or boarding up a window 

High • Client using the space to operate a business  

 
 

Other issue Issue grade 
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  Additional notes: 
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Phase 7: Completed Search  
 
Summary: Phase 7 is generally a parking lot for clients who are not actively searching or leasing up with 
the program. The program engages with clients if a need is identified by the client or the property 
owner, and at the client’s Annual Check-in. This is also where damage mitigation funds may be 
requested by property owners.  
 
Timeline: Clients enter this stage when they (1) complete their 1-month post-move check-in and have 
no additional check-ins scheduled, or (2) if they do not move into an Opportunity Area and their search 
is closed. Program staff do not proactively contact clients during Phase 7 unit they reach their Annual 
Check-in. The program engages with clients when they reach the Annual Check-in. Even then, if the 
client is not planning to move, they do not leave Phase 7. However, at any time, clients may reach out to 
the program for assistance and program staff should engage with clients to answer questions and help 
clients resolve any concerns they may have related to their housing and community.  
 
 
Key parties: Coach; Leasing Coordinator; Team Lead 
 
Activities:  

”Open Door” Check-ins 
Annual Check-in 
Damage Mitigation Fund 
 
 
 
Associated documents:  

Damage Mitigation Fund Application (attached)  
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“Open Door” Check-ins 
 
Steps: 

1. Assist clients, should they reach out to Program Staff, to 
problem solve with housing- and community-related 
needs.  

2. Set clear boundaries with clients about what services the 
program can and cannot provide.  

3. Assist clients with connecting with their property owner, 
PHA staff, or outside referrals where applicable.  

 
Rationale:  

Program clients should feel comfortable with, and encouraged 
to, contact the program staff should they have a housing-related 
issue during the course of their lease, even when they are not in 
the midst of searching for or leasing up a unit.  The program staff 
have special skillsets and resources that can help clients avoid 
pitfalls in their tenancy, even with little effort involved for 
program staff. By offering brief interventions through an “Open 
Door” policy, Program Staff can help maintain clients’ long-term 
tenancy in Opportunity Areas. 
 

  

Goals: 

• Assist clients in maintaining 
tenancy. 

Performed by: 

Coach or Leasing Coordinator 

Required materials: 

• Program CRM  
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Annual Check-in 
 
Steps 

1. Review client’s PHA file to note any relevant information 
prior to reaching out the family (ie,  addition of a new 
family member, owner complaint, job gain or loss, family 
is in breach of Family Obligation, etc.). 

2. Reach out to client remotely via phone call or text 
message to ask them if they have considered what they 
want to do when their lease is up. 

a. For clients who moved to an Opportunity Area: 
Discuss the benefits and drawbacks of their past 
9 months in the unit. If the client is considering 
moving, try to problem solve with the client to 
see if any issues can be resolved without them 
having to move. 

i. For clients who do want to move: 
1. Encourage clients to consider 

moving to another Opportunity 
Area. 

2. Set up a Pre-Move Appointment 
to initiate client’s search process. 

b. For clients who did not move to an Opportunity 
Area: Discuss the benefits and drawbacks of their 
past 9 months in the unit and see if they would 
consider trying to move again. For clients who 
want to try and move to an Opportunity Area 
again, set up a Pre-Move Appointment. Any 
client enrolled in the Community Choice 
Demonstration treatment group may participate 
in  services again throughout the lifetime of the 
demonstration. 

c. If clients do not respond to inquiries by program 
staff, refer to the Inactive Clients policy towards 
the end of this document. 

3. Record relevant information in the program CRM, either 
setting up a Pre-Move Appointment or indicating the 
family is not planning to move and setting up the client 
for an annual check-in the following year.  

 
Rationale:  

Some clients will want or need to move after they have lived in 
an Opportunity Area for a year, or if they were not successful in 
leasing up in an Opportunity Area the prior year. By offering this 
check-in at the appropriate time, Program Staff can encourage 
clients to choose to stay in their current unit or to move within 

Goals: 

• Identify if client is satisfied 
with their current 
unit/neighborhood or if they 
want to move at the end of 
their lease  

• If possible, help client to 
problem solve issues that 
could make staying in the unit 
another year more tenable  

• Encourage client to choose to 
move within an Opportunity 
Area should they choose to 
move 

Performed by: 

Coach  

Required materials: 

• Program CRM  

• HCV line of business software 
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an Opportunity Area. By maintaining contact with program clients, clients might also be more likely to 
reach out to program staff should they have an issue they need help with resolving. By offering brief 
interventions, Program Staff can help maintain clients’ long-term tenancy in Opportunity Areas.  
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Damage Mitigation Fund 
 
Damage Mitigation Fund Policy 

The Community Choice Demonstration will reimburse owners 
through a Damage Mitigation Fund for repairs and lost rental 
income due to damage to an Opportunity Area unit during a 
mobility client’s tenancy up to $2,000. These funds are only 
accessible for mobility clients in their 18 months of tenancy and 
owners must submit an application within 30 days of the tenant 
vacating the unit and/or the owner taking possession of the unit.  

• Reimbursable expenses include: materials, labor costs for 
hired services, and lost rental income up to one month’s 
rent.  

• Non-reimbursable expenses include: Tools needed to 
make repairs, the owner/property manager’s time or an 
on-staff maintenance person’s time, or anything not 
directly related to making repairs and replacements due 
to damage.  

 
Funds may only be accessed after the owner has exhausted the 
tenant’s security deposit fund. Owners must provide all receipts 
for labor and materials costs, and photo documentation of the 
unit damages and repairs made when they turn in a Damage 
Mitigation Fund Application. The Community Choice 
Demonstration staff will receive the application and reserve the 
right to deny any requests deemed to be lacking evidence or that 
are not a reimbursable expense according to the policy. The 
Community Choice Demonstration will provide a response to the 
owner within 30 days.  
 
Steps 

1. Property owner reaches out to Program Staff regarding 
damage to unit. 

2. Property owner fills out Damage Mitigation Fund 
Application form. 

a. Property owner provides appropriate 
documentation with application. 

b. PHAs may choose to inspect units to certify that 
repairs have been made, but any such 
inspections may not be expensed towards the 
Community Choice Demonstration. 

3. Program staff review the application against the Damage 
Mitigation Fund policy.  

4. Program staff notify owner of the decision regarding 
their application within 30 days. 

5. If application is approved:  

Goals: 

• Reduce the financial burden a 
property owner incurs when a 
tenant damages a unit and 
repairs exceed the price of the 
security deposit 

• Encourages property owners’ 
participation in the HCV 
program who have units in 
Opportunity Areas 

Performed by: 

Any Program Staff; Team Lead 
processes request 

Required materials: 

• Damage Mitigation Fund 
Application 

• Program CRM  
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a. Program staff [Insert check request process]. 
b. [Insert office] cuts a check for the property owner. 
c. Record Damage Mitigation Fund receipt and amount in CRM.  

6. Ask the property owner if they want to notify the Housing Authority about the family’s lease 
violation.  

 
Rationale: 
Some property owners may have the impression that HCV clients are “risky” tenants because of their 
perception that HCV tenants are hard on units. The Damage Mitigation Fund may help to alleviate this 
concern. For owners who do not think that HCV clients are harder on units that market-rate tenants, the 
Mitigation Fund offers them an incentive of asset protection that is not available through market-rate 
tenants.  
 



CMRS Guide 
Last Edited: 9/29/21 

89 
Phase 7: Completed Search 

Damage mitigation fund placeholder  
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Damage mitigation fund placeholder  
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Program Oversight Protocols 
 
Summary: This set of instructions outline the additional functions performed by the Team Lead that are 
not directly related to services provision.   
 
Timeline: These set of activities occur throughout the demonstration. 
 
Key parties:  Team Lead 
 
Activities:  

Program Model Integrity 
Enrollment Monitoring 
Program Oversight for Staff  
Collaboration with HCV Department(s) 
Scheduling Workshops and Briefings 
Reporting 
 
Associated documents:  

PHA-HUD memorandum of Understanding (to be developed) 
Administration Calendar (to be developed) 
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Program Model Integrity  
 
Steps: 

1. Monitor services being offered to the program to ensure 
that only services included in the CMRS Guide are being 
offered to clients through the program.  

2. There are a few exceptions to this rule.  
a. The program may refer clients to external 

agencies that can meet the needs of clients 
identified during pre- or post-move coaching.  

b. Clients may utilize, but are not required to 
utilize, other programs or opportunities that are 
open to all HCV clients, such as the Family Self-
Sufficiency program or another resident services 
program.  

3. Where the program operator or Housing Authority 
wishes to add additional services, they must request to 
add those services in writing to HUD. Additional services 
may not be added without written approval from HUD. 

4. Provide ongoing feedback and support to Coaches and 
the Leasing Coordinator to maintain services as 
described in the CMRS Guide. See also: Program 
Oversight for Staff.   

 
Rationale: 

In order to maintain comparability across the different sites 
participating in the Mobility Demonstration, the Community 
Choice Demonstration at each site needs to operate similarly. It 
is the Team Lead’s job to ensure that their program maintains 
model integrity, meaning that the services offered through the 
program do not deviate from the program as it is outlined in the 
CMRS Guide and the MOU signed by HUD and the Housing 
Authority(ies).   
 
The chances of moving away from the program model might be 
highest for programs where: the Community Choice 
Demonstration is being offered by a contracted nonprofit that 
operates similar but slightly different programs; where the 
Housing Authority has operated a Community Choice 
Demonstration in the past under a different program model; or 
where the Housing Authority(ies) operating the Community 
Choice Demonstration have a very strong resident service 
program.  
 
Housing Authority(ies) or Community Choice Demonstration 
operators may identify a need for  additional services that could 

Goals: 

• Ensure that the program 
services are operated in line 
with the program model as 
presented in the MOU and 
CMRS guide 

Performed by: 

Team Lead 

Required materials: 

• PHA-HUD Memorandum of 
Understanding (to be 
developed) 

• CMRS Guide (this document) 
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benefit program clients such as additional workshops, pre-move discussion topics, or post-move 
supports, for example, but adding these services can jeopardize what will be learned through the 
demonstration.  Therefore, prior approval is required. 
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Enrollment Monitoring 
This activity is still under construction 
 

 
 

  

Goals: 

• Ensure that the right number 
of applicants are enter the 
program each month 

Performed by: 

Team Lead 

Required materials: 

• CRM Reports  

•   
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Program Oversight for Staff 
 
Steps: 

1. The Team Lead regularly meets and reviews client 
progress with the staff. This may take place in a group 
meeting or through individual check-ins depending on 
the Team Lead’s preference and the staffing set-up.  

a. Coaches and Leasing Coordinator provide 
updates on clients, and staff problem-solve any 
areas where the Program Staff are having 
trouble.  

b. The conversation might be aided best with an 
Active Clients list for clients in Phases 2-6 and a 
Phase 7 list of clients who are coming up for the 
Annual Check-in.  

2. The Team Lead reviews case files for data completeness 
and quality on a weekly basis, including searches, unit 
listings, referrals, post-move check-ins, and case notes. 
The Team Lead may choose to have some or all of these 
reports pulled and reviewed by the staff prior to the 
review by the Team Lead.  

3. Use the Administration Calendar to keep these activities 
and other administration activities on calendars.  

 
Rationale:  

Providing staff oversight will help to ensure that the program is 
operating successfully to provide superior client and property 
owner services, and that it is in line with the other protocols 
within the CRMS Guide. The more technical reporting suggested 
for review will also help to ensure that researchers are able to 
easily access and use the data inputted by program staff.  
 

  

Goals: 

• Review staff members’ 
progress on offering client 
services  

• Provide feedback and support 
to staff  

• Ensure client records are 
maintained correctly 

Performed by: 

Team Lead 

Required materials: 

• CRM Reports  

• Administration calendar (to be 
developed)  
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Collaboration with HCV Department(s) 
 
Steps: 

1. Regularly communicate with the Housing Authority HCV 
liaison(s) regarding client lease-up processes.  

2. Participate in regularly scheduled check-ins with the 
Housing Authority HCV liaison(s) to discuss progress on 
client activities. Discussion points may include for 
example: 

a. Any challenges clients or program staff had had 
in accessing expedited lease-up processes such 
as porting, RFTA filing, inspections, rent 
reasonableness, or move-in procedures. 

b. Offering an update on active clients moving 
through the program. 

c. Discussing any changes to HCV administration 
policies or processes.  

d. Coordinating for upcoming Mobility 
Demonstration Voucher (MDV) briefings or 
workshops.   

e. Upcoming reports due to HUD or Abt. [Add 
additional content as these are developed]. 

f. Assistance needed from the technical assistance 
provider.  

3. Use the Administration Calendar to keep this activity and 
other administration activities on calendars.  

 
Rationale:  

Close working relationships between the Community Choice 
Demonstration staff and the Housing Authority(ies) involved in 
the program is key to the program’s overall success. While the 
Community Choice Demonstration will provide support to clients 
and property owners, the traditional HCV department will still be 
responsible for the lease-up process as well as the traditional 
case management of clients and the HAP subsidy. Program staff 
need to have easy access to the HCV department of the Housing 
Authority(ies) to assist in expedited lease-up activities and to 
ensure smooth and timely payment to property owners.  
 

  

Goals: 

• Facilitate ongoing 
communication with the 
Housing Authority HCV 
department(s) 

• Problem-solve any bottle 
necks in the client lease-up 
process  

Performed by: 

Team Lead 

Required materials: 

• CRM Reports  

• Administration calendar (to be 
developed)  
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Scheduling Workshops and Briefings 
 
Steps (to be determined at each site; sample below): 

1. Establish a regular calendar for all program workshops 
with the program staff and the Housing Authority  
liaison(s).  

a. Each workshop and Enrollment Meeting should 
take place at least twice per month at each 
location, with at least one occurring during 
regular working hours and one after hours or on 
a weekend.   

b. Sites should provide for clients with the option to 
join workshops virtually at least once per month, 
either as a separate workshop or in conjunction 
with an in-person workshop session.   

2. Work with the Housing AUthority liaison(s) to schedule 
eligibility meetings for MDV waitlist applicants based on 
the agreed upon schedule.   

3. Schedule the space(s) for use and provide other 
necessary information to staff to block the room(s) and 
have the required set-up ready for the meeting. 

4. Ensure that required materials are available and rooms 
are set up for the meetings the day of the event. 

a. Where applicable, make sure reception staff are 
aware the meetings are taking place so they can 
direct guests.  

5. Use the Administration Calendar to keep these activities 
and other administration activities on calendars.  

 
Rationale:  

Workshops and Enrollment Meetings need to occur on a regular 
and ongoing basis. These meetings may require coordination 
with different staff members such as the Housing Authority 
liaison, reception, information technology, and janitorial staff.  
 

  

Goals: 

• Prepare outreach lists for mail 
merge to send notices to 
eligible families 

Performed by: 

Team Lead 

Required materials: 

• Administration calendar (to be 
developed)  
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Reporting  
 
Steps: 

1. [Add additional steps once reporting requirements for 
program are finalized. This may include PHA required 
reporting, HUD reporting, TA provider reporting, and Abt 
reporting]. 

2. Use the Administration Calendar to keep these activities 
and other administration activities on calendars.  

 
Rationale:  

Because the Community Choice Demonstration is a part of a 
federally-funded study with several program partners, there are 
various reporting requirements, both to monitor the program 
performance and to study the program’s implementation and 
successes.  
  

Goals: 

• Provide required reports to 
various program partners  

• Ensure that program data is 
saved in case of an accidental 
deletion 

Performed by: 

Team Lead 

Required materials: 

• CRM Reports 

• Administration calendar (to be 
developed)  
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Inactive Clients 
 
A client is considered “inactive” when they stop interacting with the Program Staff despite repeated 
attempts at contact. In general, Program Staff should make every reasonable effort to stay in touch with 
clients, however, at a certain point disengaged clients need to roll off of active caseloads so that staff 
can focus their finite time and resources on engaged clients. Common points of disengagement might 
include: during Phase 1 after initial enrollment into the study, during Phase 3, and after a client enters 
Phase 7.  
 
For case management purposes, PHAs and researchers may wish to make a separate phase for inactive 
clients in their CRM.  
 

Becoming Inactive 
Before clients become “inactive”, the following outreach must take place and be documented in the 
client file:   

1. At least three attempts to contact the client are made via two or more communication methods 
(text/call, email, mailed letter) over the course of three weeks. 

2. For clients who have entered Phase 6 but fail to complete their 1-month post-move check-in, a 
letter is required.  

3. Send an email to the client informing them they are no longer active in the program but that 
they may reengage with the program at any time during the demonstration.  

 

Program Reengagement  
Clients may reengage with the program and rejoin the active caseload at any time. However, their 
timeline for needing to move and where they dropped into “inactive” status will determine at which 
Phase they re-enter the program.   
 

1. For clients who did not complete Phase 2: Clients must have at least 6 weeks available for pre-
move Phases (2 through 5) before they need to move. “Needing to move” should be determined 
by the Program Staff and client.  

a. If clients have at least 6 weeks to receive pre-move services, they may re-enter at Phase 
2.  

b. If the client does not have 6 weeks, they can re-enter at Phase 7 and start a new search 
at the appropriate time.  

2. For clients who did not complete Phases 3, 4, or 5: clients must have least 3 weeks available for 
pre-move services before they need to move.  

a. If clients have at least 3 weeks to receive pre-move services, they may re-enter at Phase 
3.  

b. If the client does not have 3 weeks, they can re-enter at Phase 7 and start a new search 
at the appropriate time.  

3. For clients who disengaged at Phase 6 or 7:  
a. If the client wants to move again, the same rules apply to them as those who 

disengaged at phase 2 (must have 6 weeks).  
b. If the client simply wants post-move services, they can re-engage back into Phase 6.  

 
Making these requirements for reengagement will help Community Choice Demonstration staff set 
reasonable expectations for clients who want to reengage with the program. If a client re-engages with 
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a program with extremely limited time to find a unit, the program cannot reasonably provide the family 
with the necessary services to help them make an Opportunity Area move. The program should always 
do its best to set families up for success and housing stability, even if that means renewing a lease 
because of limited time.  
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Removal from Study 
This section is under construction. 
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