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SGT. JEROME SEARS USARC ARMORY NO] RESPONSE Attachment #4 B

ARMORY SITE MANAGEMENT PLAN

Project name: Jerome Sears Low Income Housing Project
Project address: 2730 SW Multnomah, Portland, OR
Sponsor: Community Partners For Affordable Housing {CPAH) and
Neighborhood House (NH)
Contact: Sheila Greenlaw-Fink Phone: 503-968-2724
Management Agent name: Income Property Management Phone: 503-223-6327
Management Agent address: 121 SW Dak. Portland, OR, 97205
Targeted population: Families, Formerly Homeless, Addiction Recovery, Workforce

Housing, Elderly & Disabled (as with CPAH’s other properties, a
diverse and inclusive community is accommodated)

Tenants of project are required to have net income greater than two times the rent.  Yes{X) No(X)

XX |

PSH MANAGEMENT PLAN
Low Barrier Intake Model:

High resource consumer is referred to NH through social and public service channels as described in A2 above.

NH assesses whether this client is appropriate for referral to PSH housing and based on the availability of units. If
no PSH units are available at the project, then it will be up fo the NH caseworker to decide if the freatment plan of
the client permits placing them on a wait list, or if their needs require that they be immediotely referred to
alternate housing. If a waitlist makes sense, then the waitlist will be maintained on a time and date basis, in a
written format consistent with HUD guidelines for waitlists and without a preference priority. Management will
test waitlisted applicants every 90 days by calling or writing to the referring agency and the waitlisted applicant.

Prior to referral, the NH caseworker will assist their client with completing the housing application and with
planning and identifying resources for move in expenses and living needs. They will also assist the client to gather
documentation required for income verification along with other compliance required documentation.

NH referral package will include:
o Letter of Referral under the PSH agreement
o Completed Release of Information including property management and CPAH as parties
o Completed Housing Application
o Completed verification checklist including copies of benefit letters and other documents required for
screening
O Money order sufficient to cover screening costs for all adults in the household (typically $35 for each
person over 18)
Ideally, the referral package will also include:
O A needs and sources plan supporting a successful tenancy ~ security deposit, move in costs, means of
payment of rent, utilities and other household needs, etc
O Relevant program completion certificates, such as recovery programs if they exist
o Lletters of explanation from applicant addressing specific barriers they believe may affect their
application
Applicant will present their application and referral package fo the site manager and property management will
screen the applicant through its normal process. '




e If the applicant cannot be approved under the normal criteria, the application will be reviewed under the PSH
agreement criteria. The PSH criteria will be objective but will be much more tolerant of criminal,
credit, and reference barriers based on the applicant’s relationship with the referring agency.
Violent and personal crimes will remain as a threshold barrier for this project. However, financial and drug-related
crimes, particvlarly if they are related to disabilities of the applicant, can be discounted in light of the agency's
commitment to support the fenant.

e Once approved, the tenant will move in as part of the general population of the community except that the terms of
the MOU between CPAH and NH will define the levels of service and/or support offered by Neighborhood House to
the tenant and the level and modes of communication to be sustained between Neighborhood House, CPAH, and IPM
to maximize the successful outcome for the household. Consistent with Housing First models, the resident
will not need to be engaged in active treatment. However, it will be necessary that they be
monitored by an agency that is committed to moving them toward a stabilized lifestyle and that
will take responsibility for assisting them to achieve a successful long term tenancy.

e Throughout the course of the tenancy, CPAH, property management and NH will communicate as needed and at
least once a month fo review any issves that may have come up and to coordinate strategies to address them. Site
staff and caseworkers will receive ongoing training to reinforce the goals and values of the relationship and to
familiarize them with the tools and resources available to each. Tenant issues and successes will be documented
through HMIS and other internal databases fo track tenant progress through the program.

e Eviction prevention will be handled through early intervention rather than through exceptions to
house rules. CPAH and IPM have extensive experience with PSH-like service partnerships and both know the
importance of having strong trusting relationships with line staff and with senior management at the service
partner. When tenant shows problems related to behavior, finances, housekeeping, or other warning signs,
management will react quickly with violation notices to begin documentation toward eviction for the protection of
the asset. However, management will also notify the caseworker connected to the tenant. They will also notify
CPAH resident services and asset management. The team will jointly and quickly strategize a carrot and sfick plan
to get the tenant's attention, help fo identify the underlying issve and possible solutions, adjust medications or
service infervals as appropriate, and identify other strategies to protect the tenancy and the investment in their
program. Occasionally, where the housing asset is threatened and the tenant is not responding to offered
resources, it may be necessary to ask the tenant to leave or to proceed to eviction. However, experience has been
that this is not common.

GENERAL MANAGEMENT PLAN

A-1: CPAH has a strong five year relationship with Income Property Management Company (IPM) and expects to use [PM
to manage this project. IPM, in turn, has a strong track record managing a number of low income housing projects in the
area. Both CPAH and IPM have actively participated in development of the Permanent Supportive Housing program policies
and procedures and have a good understanding of the issues involved. IPM already has a number of PSH units in its portfolio
and CPAH will go online with its first PSH units in November of this year.

For more than five years CPAH has operated with PSH-like units af its Greenburg Oaks and its other apartments. By
partnering with local homeless shelters, CPAH, in coordination with IPM has learned how to maximize the outcomes of
formerly homeless tenants. By coordinating social services, resident services, property management, and asset
management, tenant problems are identified early and the tools of each of the partners are coordinated to ensure that the
resident/client has a successful fenancy, the housing assets are well cared for, and the property maintains positive
sustainable cash flow.

Waitlists are coordinated with the referring agencies. Caseworkers are trained in the property criteria and actively
participate in the application and screening of client/applicants. Caseworkers at partner agencies have direct relations with
the site management staff and are trained to prepare their dient in advance of making application for housing. The
caseworker includes a release of information with their referral so they can communicate directly with property




management. By having all their documentation in hand when they arrive af the property, and including the caseworker in
the feedback process, screening and approval can be shortened by several days. This arrangement strengthens the trust and
communications between the sire manager and the caseworker. Once a month, site managers, CPAH resident services staff,
and partner agency staff meet to discuss ongoing programs and to discuss specific tenant issues. Bringing together all
parties at the same table, creates an environment where resources can be best coordinated and new possible strategies can
be identified.

A-4: Enforcement and eviction policies are no different for case-managed tenants that they are for any other tenants.
Residents are expected to pay their rent on time and to adhere to the rules of their rental agreement and of the community.
CPAH and IPM strictly adhere to Landlord/Tenant and Fair Housing Laws when giving notices of violation and moving through
gviction procedures. One key difference with case-managed residents is that the tenant is monitored by both property
management and by the caseworkers. Because the tenant has authorized communication between the parties, problems can
be identified earlier and solutions can be jointly strategized to stabilize the tenant’s behavior and preserve their tenancy.

A-5: All CPAH projects include a capital replacement plan and a concurrent replacement reserves analysis. Use of
reserves is restricted to actval capital replacement uses. Turnover costs such as carpet and window covering replacements
are paid for out of operations unless they are specifically included in the reserves analysis plan. IPM is required to prepare
a preventive maintenance plan for each property. The plan includes routine maintenance infervals and planned
replacements, and is fracked by asset management staff. Annual physical inspections of all units and common areas are
performed by IPM and CPAH and the results are factored into annual operating budgets.

CPAH's portfolio is supported by a dedicated maintenance staff. Three full time maintenance and janitorial people are IPM
employees, but they are assigned exclusively to CPAH properties. This continvity allows them to become very familiar with
the residents and the maintenance of each property. Materials and appliances are standardized across the portfolio to
minimize inventory needs. The staff is able to have a sense of ownership that improves tenant relations and quality of work.

MANAGEMENT PLAN Q&A
A. Role and Responsibility of Managing Agent:

1. What are the supervisory relationships between the sponsor, managing agent, and project staff?
The management agent employs site staff who are supervised by a regional manager. CPAH's Asset Management
staff oversees the performance of the management agent by maintaining active relationships with senior property
management executives, regional property managers, and site staff. CPAH closely reviews and analyzes monthly
operating statements, weekly occupancy data, actively participates in annual project budgeting, staffing, marketing,
leasing, and maintenance decisions.

2. Describe the minimum requirements that will be accepted when hiring management staff?
CPAH requires that site and supervisory staffhave prior experience with ‘multi-family projects; demonstrate
advanced competence in Oregon Landlord/Tenant law; have extensive knowledge of Section 42 and other low
income housing compliance; demonstrate values and experience compatible with our goals and mission;
demonstrate their ability to establish healthy relationships with residents.

3. Who will be responsible for reporting requirements and compliance with program requirements?
While CPAH, as project sponsor, carries bottom line responsibility for compliance with all program requirements, it
relies on IPM to do the day to day work of compliance. IPM employs a compliance officer in their central office fo
review files, reporting requirements, inspection findings, etc. CPAH frequently reviews the work of IPM’s
compliance officer and actively participates in responses 1o site visits and project avdits. CPAH fracks reporting and
compliance requirements of all parties to the project. ‘
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Procedures for Selecting Residents:

1. Who will be responsible for selecting residents?
Application and initial review is done by the site manager. Screening is done through a third party contractor. Final
application approval is made by the regional manager.

2. What experience does this person have in selecting residents for this type of project? Provide a brief outline of such
experience and state any provisions being made to train this person.
See attached resume of IPM, Co.

3. List the criteria to be used in selecting residents. (Indicate the income screening procedures and include the
requirements of the requested funding program.) Attach tenant selection criteria policy. Describe in detail any income-
to-rent ratio requirements. For each unit size, indicatthe maximum and minimum number of tenants which will be
allowed per unit,

See attached Sample Resident Selection Criteria.

4. Detail management's planned effort to comply with the Fair Housing Act requirements in relation to resident selection.
Management has extensive experience with Fair Housing compliance. Company handbook is frequently reviewed and
staff receives ongoing training in regulations. Site staff are periodically shopped and tested for compliance.

Plans and Procedures for Marketing and Tenant Retention at the Project.

1. Describe the placement orientation process for new residents, to include unit care and adherence to the lease and
house rules.
IPM trains its site staff in appropriate resident orientation as part of the lease execution process. Move in packets
include house rules and other policies. These are reviewed in writing and orally with new tenants. Some operating
information, such as smoke alarms and heating systems are explained graphically with printed materials. Frequent

follow up communications and unit inspections reinforce tenant training and orientation.

2. Describe management's post-placement plan to evaluate resident satisfaction with units and services provided.
Resident retention is a very important aspect of project success. IPM obtains resident retention and satisfaction
feedback through use of suggestion cards and comments on work orders. Follow up phone calls and visits are made
during the first few months of residence. CPAH also establishes its own relationship with most residents through its
resident services programs. CPAH invites residents to communicate with them about unresolved issues. This double
feedback provides multiple opportunities for tenants to let their concerns be known, ond has been very effedtive at
other CPAH properties. See attached Rental Agreement and Policies sheets.

3. Describe the method by which monthly rents will be collected, receipted, and deposited.
Rents are collected, receipted, nnd posted by the site manager. No cash is accepted. Collected funds are deposited
daily. Collections reports are sent to the central office where they ore reconciled to tenant ledgers.

4. Detail the late-rent policy for residents.
Late rent policy is the same as at other CPAH sponsored/IPM managed properties. Rents are due on the 1* and are
late after the 7". On the 8", o lute charge is assessed and o 72 hour notice is delivered. If still not paid, o court
appearance is scheduled. IPM works with tenants as far as possible, and frequently refers tenants to assistance
resources, but a consistent and reliable practice of adhering to prompt rent payment is essential.

5. Describe the proposed eviction policies and procedures.




Eviction policies are the same as af other CPAH sponsored/IPM managed properties. For-cause evictions adhere
strictly to the rules of the courts and Oregon Landlord Tenant Law. IPM does its best to retain residents as long as
possible, but it also must be consistent in expecting tenanis 1o adhere 1o policies and regulations.

How will resident grievances be handled?

Residents are asked to report their grievances to the site manager for review and resolution. If not resolved, the
resident may appeal to the regional property manager. If still not resolved, the regional manager may refer the
matter to senior management af IPM. Residents are also invited to bring their complaints to CPAH asset management
or resident services staff, who can act as mediator or who can involve service agencies if appropriate.

D. Maintenance and Repair Program:

1.

What move-out inspection and repair procedures will you employ?

IPM uses move infout inspection forms produced by Metro Multi-Family. (Aftached with sample Rental agreement)
Move in inspection is completed with resident and photographs are taken if appropriate. Both parties initial the
inspection form. The same inspection report and photographs are reviewed at move out. Tenant-caused damages are
detailed and charges are assessed to the tenant for payment directly or through charges against the security deposit.

What is the procedure for residents to report any and all maintenance needs to on and off-site management?

Pre-printed work orders are supplied in public areas. These can be deposited in the manager's office or mailed.
Management notes verbal requests for maintenance, but residents are asked to put their requests in writing. Non-
emergency work orders are addressed in a fair and consistent manner. Emergency contact numbers are recorded with

management voice mail and are posted on office door. A staff maintenance person is on call at all times by cell phone.

How will major repairs be scheduled and completed?

Major repairs are scheduled in coordination with management and maintenance staff. Non-routine repairs are
coordinaied with CPAH for approval and exploration of alternatives. Resident needs and quality of life are always
considered in planning and timing of major repair work.
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Management has extensive experience with Fair Housing compliance. Company handbook is frequently reviewed and
staff receives ongoing training in regulations. Site staff are periodically shopped and tested for compliance.

C Plans and Procedures for Marketing and Tenant Retention at the Project.

1. Describe the placement orientation process for new residents, to include unit care and adherence to the lease and
house rules. ‘
IPM trains its site staff in appropriate resident orientation as part of the lease execution process. Move in packets
include house rules and other policies. These are reviewed in writing and orally with new tenants. Some operating
information, such as smoke alarms and heating systems are explained graphically with printed materials. Frequent
follow up communications and unit inspections reinforce tenant training and orientation.

2. Describe management's post-placement plan to evaluate resident satisfaction with units and services provided.
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feedback through use of suggestion cards and comments on work orders. Follow up phone calls and visits are made
during the first few months of residence. CPAH also establishes its own relationship with most residents through its
resident services programs. (PAH invites residents to communicate with them about unresolved issues. This double
feedback provides multiple opportunities for tenants to let their concerns be known, and has been very effective at
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Rents are collected, receipted, and posted by the site manager. No cash is accepted. Collected funds are deposited
daily. Collections reports are sent to the central office where they are reconciled to tenant ledgers.

4. Detail the late-rent policy for residents.
Late rent policy is the same as at other CPAH sponsored/IPM managed properties. Rents are dve on the 1* and are
late after the 7*. On the 8" a late charge is assessed and a 72 hour notice is delivered. If still not paid, a court
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strictly to the rules of the courts and Oregon Landlord Tenant Law. IPM does its best to retain residents as long as
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Residents are asked to report their grievances to the site manager for review and resolution. |f not resolved, the
resident may appeal to the regional property manager. If still not resolved, the regional manager may refer the
matter to senior management ot IPM. Residents are also invited to bring their complaints to CPAH asset management
or resident services staff, who can act as mediator or who can involve service agencies if appropriate.

D. Maintenance and Repair Program:
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What move-out inspection and repair procedures will you employ?

IPM uses move infout inspection forms produced by Metro Multi-Family. (Attached with sample Rental agreement)
Move in inspection is completed with resident and photographs are taken if appropriate. Both parties initial the
inspection form. The same inspection report and photographs are reviewed at move out. Tenant-caused damages are
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Pre-printed work orders are supplied in public areas. These can be deposited in the manager’s office or mailed.
Management notes verbal requests for maintenance, but residents are asked to put their requests in writing. Non-
emergency work orders are addressed in a fair and consistent manner. Emergency contact numbers are recorded with
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How will major repairs be scheduled and completed?
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