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SECTION ONE

HOUSING SERVICES
OUR MISSION

 Too often men and women who are most disabled and living on the streets find themselves exiled from treatment in mainstream health care and social services.  This commonly happens because they are unable to stabilize the symptoms of their psychiatric disabilities and abstain from alcohol or drugs in order to comply with medication and appointment schedules which are often requirements of entering many traditional housing or treatment programs.  

HOME, Inc. provides quality, affordable housing for individuals who may have few, if any, alternatives.  To reach this goal, Cedar Hill Apartments has implemented an array of support services assisting tenants in achieving needed residential stability and, whenever possible, necessary linkages with their families, and the community at large.  The overall goal is to create an environment that allows residents to create a sense of real home and to:

· avoid returning to homelessness,

· increase employment abilities and opportunities,

· expand participation in volunteerism,

· enhance their financial position and personal well being,

While living in an affordable and supportive environment it is hoped that the tenants will increase a positive self image and feel that they are a part of and become active participants in their new home community.

DEVELOPMENT OF HOUSING SITE
Provide a brief one paragraph description of this site.

COLLABORATIVE SERVICES

 One of the key factors to supportive housing sites is a multi-disciplinary, multi-agency, tenant-inclusive collaboration.  The greater part of this manual will describe how the services are provided.

Collaboration has proven to be an effective working model improving and increasing successful engagement and effective intervention with tenants who may have many service needs and little experience with support services. Each agency in the collaboration has its own culture, expertise, resources and policies and procedures which may or may not always coincide with the ones practiced at the housing site.  When discrepancies are discovered between policies of HOME, Inc. and a partner agency, both parties negotiate to arrive at a compromise, using the building mission and philosophy as a guideline.  

All the players agencies involved in supportive housing have dedicated an uncountable number of hours to the projects for program and policy development, supervision, training and crisis intervention. Major decisions are made with feedback and assistance from each of the collaborating agencies. This model requires time and dedication to the collaboration process, and in the end is worth more that could have accomplished alone.

SECTION TWO

PROPERTY MANAGEMENT
Property management in supportive housing often involves more extensive interaction with tenants than conventional property management because of the special needs and issues of the tenant population.  Although its primary focus is on the myriad details and tasks required for the efficient operation of the property, the Property Manager is also aware of the specific needs of the tenants. HOME, Inc. has extensive property management experience and has the sensitivity and flexibility necessary to effectively attend to both the building and the residents. This ensures that each building has a positive impact on the community and the residents it serves.

The primary role of property management is to address the physical and financial needs of the building. The property manager functions as the landlord and with his/her staff are responsible for filling vacancies, enforcing the lease, maintaining the building, and collecting rents. While the support services program facilitates the immediate and long-term well being of individual tenants, the property management concentrates on the needs of the building as well as those of the tenants. This is a collaborative relationship between HOME, Inc. and Columbus House staff.

This is not meant to be a property management policy and procedure manual, however a detailed description of the Property Manager’s role is included for new staff. HOME, Inc. maintains their own detailed corporate policies and procedures.
SUPPORT SERVICES AND PROPERTY MANAGEMENT

 The collaborative management approach has been critically important in identifying and addressing problems that can be disruptive to the building community, or cause a tenant to lose his/her unit.  By working closely together, support services and property management staff are often able to prevent behavior that may lead to eviction, hospitalization or incarceration.

The Support Services staff and the Administrator work together to oversee tenants needs and manage the administrative requirements of the building. Although the two managers have different roles and responsibilities and work together differently in each building, it is expected that the Support Services Manager and Property Manager work together as a team. Both managers have created an excellent working relationship and consult with each other on tenant and building issues on a regular daily and weekly basis. 

Collaboration is necessary.  The Property Manager notifies the Support Services team of recent incidents, late rent payment and any other issue related to housing. A copy of incident reports and notices of non-payment of rent are given to the Support Services team. Support Services will then outreach to the tenant and determine how best to help him/her develop a solution in order to avoid possible eviction. In addition, tenants may engage a Support Services staff person in advocating for a repair to their unit or a payment plan for a missed rent payment.  They will assist the tenant in negotiating a solution with property management.  Sometimes this process may include a meeting where all attend.  This process allows more tenants to maintain stability in their housing, resolve problems amicably, and build self-sufficiency.

All major decisions regarding tenants, for example move-in or eviction proceedings are made together.  The decision making process can be difficult, as each manager may have a different focus: the Support Services Manager’s priority is to encourage housing retention and the Property Manager’s priority is to enforce the lease. However, in the best interest of the tenant and the staff, the Property Manager and Support Services Manager consistently work closely together and always come to an agreement.

The property management staff is available to communicate with residents during business hours from 9:00 a.m. to 5:00 p.m. The Security Staff comprised of three tenants who oversee the front Security Desk after business hours, seven days a week and primarily are responsible to ensure that all tenants greet their guests appropriately. Moreover, it is the responsibility of the Security Staff to ensure that all tenants’ guests and visitors enter the facility according to security policies of the building. The property management staff is available after business hours should there be an emergency and all tenants have been advised how to contact HOME, Inc.

In addition to addressing building and tenant issues, the Support Services Manager and Property Manager may work together to address issues or problems in the community, such as neighborhood clean-up programs, crime watches, neighborhood events or addressing neighborhood complaints. Both managers are equally invested in the success of the tenants and the community.

HOUSING POLICIES

The rules and responsibilities of tenants are outlined in the tenant’s lease and house rules, which are both signed at move-in. The lease and house rules are a legally binding contract between the tenant and Property Manager. In addition to the lease and house rules, property management employs several other policies to facilitate the smooth administration of the building.

SPECIFIC RESPONSIBILITIES

 Office Hours & Staff Structure

Regular property management office hours are generally 9am - 5pm Monday-Friday.  During this time, the property management staff is available to speak with tenants and the supportive services staff to address any issues that may arise. All tenants have been oriented to contact HOME, Inc. after business hours should an emergency arise. 

The property manager is responsible for overseeing all property management operations, supervising maintenance and office staff, and planning for the long-term stability of the building.  All documentation and record keeping on rents, repair contracts, etc., are maintained by property management personnel.  

The maintenance worker and janitorial staff keep the building clean and completed needed maintenance and repairs. The Director of Property Management and the Property Manager oversee outside contractors that are hired for pest and elevator maintenance or major repairs.

Budgeting & Cash Management  

The Director of Property Management and the Property Manager are responsible for managing the state of building major repairs, evictions and other front line activities. Both staff members consult regularly with the Accounting Department with regards to financial matters such as rent collections, accounts payable, accounts receivable and cash management.

Files

All resident files and property management operations files are maintained at the property management company’s office. The data contained in the resident files include all paperwork and information provided by the tenant such as the initial application, initial eligibility, continued eligibility and any other correspondence. Support services maintain separate confidential records of the residents using their services.
Meetings

Because information is crucial and problem solving needs to be timely, it is essential that team members meet on a regular basis.  These meetings address such issues as filling vacancies, tenant problems, building maintenance, policy and staff changes, etc.

The Property Manager and Support Services Manager meet weekly and earlier if necessary. The Property Manager may attend a portion the Support Services team and professional development meetings to address various issues. These meetings may focus on supportive housing, property management, tenant problems, building maintenance, policy and staff issues, incidents,, potential problems and problem solving. Moreover, the Property Manager and Supportive Services Manager communicate and meet regularly to discuss common issues needing resolution. 

Incident reports

Both staff and tenants document incidents and problems on an Incident Report, describing the circumstances in detail. If a tenant is unable to document an incident a staff person may write the Incident Report for her/him and ask the tenant to sign the Incident Report. These reports go to the Property Manager who follows up with incidents as necessary and sends a copy to support services for case management follow-up. The Property Manager and Supportive Services Manager meet together with the resident to address the related Incident Report. The Property Manager will then take the appropriate action with regards to issuing verbal and/or written warnings to beginning an eviction, depending on the frequency and severity of the incident. 
Mail

Cedar Hill Apartments has official mailboxes for direct delivery from the postal person in the front lobby.
Lock-Outs   

When tenants misplace or lose their unit key, property management will assist with opening the door to their unit.  Tenants must pay a fee for replacement keys.  Tenants do not permission to request that locks be changed to the unit. In very rare situations, this matter may arise and at the discretion of property management staff.

Moving Tenants In

Before the tenant moves into the building, property management is responsible for preparing each unit for occupancy.  The unit must be painted and cleaned.  Each unit is partially furnished which must be in place and in good repair. For units subsidized by Shelter Plus Care, a Shelter Care Plus Care Program staff member conducts a move-in condition report with the Property Manager.

The Property Manager calculates the rent. Each building requires one-month rent as security deposit. No security deposit arrangements are accepted.  

All tenants must sign a lease agreement and House Rules. Upon move-in the tenant signs a one-year lease which thereafter becomes a month-to-month lease.

With regard to Shelter+ Care tenants, a representative of Shelter+ Care meets with the Property Manager at the time of move-in to issue the new lease to the tenant and inform the tenant of the new rent

Rent Collection

Rents are due on the first day of the month and are either mailed or delivered to the property management company. Rent is considered late if not paid by the 10th of each month. No late fee is assessed for the tenants. 

The Property Manager receives a copy of delinquent tenant accounts on a monthly basis and meets with the Supportive Services Manager to discuss the status. Any arrearage debts over thirty days old are referred to legal counsel for Summary Process. In rare situations at the discretion of the Property Manger with the Supportive Service Manager, a payment arrangement plan can be implemented. 
Recertification Process    

Tenants are required to be recertified annually by Property Management. In order to evaluate continued eligibility based on verifying income and assets. For Shelter+ Care tenants, a staff member of Shelter+ Care conducts the annual re-certifications and interim certifications, and prepares notices of rent changes which are forwarded to the property management company.

Return of Security Deposit

If the tenant owes no rent, has not damaged the unit beyond normal wear and tear, has returned the keys, has cleaned the apartment, and has fulfilled all lease obligations, the security deposit will be returned in accordance with all state and local laws.  This process usually takes 14 days. Damages requiring extensive repairs or cleaning are be billed to the tenant and subtracted from their security deposit.
Unit Abandonment

The Supportive Services Manager notifies the Property Manager should any tenant abandon the unit. with the tenant's mail, and notifies the tenant's relatives.  An attempt is made to locate the tenant by checking with his/her friends, family, employer, etc.  If the tenant cannot be found, the property manager notifies the property management company’s legal counsel and takes appropriate action. 

According to Shelter + Care and DMHAS, tenants are permitted to vacate their units for a maximum of 90 days for residential treatment, incarceration or family emergency and continue to receive a rental subsidy (see Appendix C: Temporary Vacancy Policy). The subsidized unit must be the tenant’s primary residence in order to qualify for temporary vacancy. The Support Service staff notifies the subsidy program and the property manager of the tenant’s vacancy and continues to stay in touch with the tenant to develop a discharge or long-term plans. After 90 days the subsidy will be discontinued.

Tenant's Property

Tenant property, which is left behind when a tenant moves out, is held in storage for 30 days as required by law.  Tenants may arrange with the property manager to pick up personal property within this time.
Barred Visitors List
Under normal circumstances, the building management does not have the authority to keep individuals who visit tenants out of the building.  There should be a specific reason for an individual to be barred.  Tenants may make such a request pursuant to their own safety or health.  
The Supportive Services Manager and the Property Manager consult on this issue and take appropriate action to eliminate visitors who should not be entering the property. Additionally, the tenant security staff are trained and re-oriented on a regular basis to closely monitor visitors that should not be entering the building. Tenants are allowed visitors for up to, and not to exceed 14 days (as stated in the Lease).  Visitors in violation of this rule are subject to being barred. 

RESOLVING PROBLEMS

As the Property Manager identifies housing issues and lease violations, he/she takes the necessary action to notify tenants and inform the support services staff.  The role of Support Services in this situation is to outreach to the tenant and help him/her find a workable solution to the problem.  All staff members are committed to supporting the residential stability of the tenants, however, eviction is sometimes unavoidable.

In order to avert problems before they reach a crisis stage, the Property Manager and Support Services staff both review any tenant issues, and jointly meet with any tenant to discuss the problem. The Property Manager then takes the appropriate action in terms of any lease violations and consults legal counsel. Any copies of legal notices are forwarded to the Supportive Services Manager.

A copy of all correspondence between property management and the tenants is given to Support Services for the tenant file.  The Support Services staff attempts to engage the tenant and help him/her develop a solution that fits the problem.  For instance, the use of money management services and payment plans for unpaid rent, the option of In Home Support Services for disabled tenants, or discussing appropriate behavioral changes.   Often this process will include a joint meeting with the tenant, the Property Manager and the support services staff. 

For instance, if tenants are not able to remedy the rent payment problem, eviction is the result. In the same way, the Property Manager and the Supportive Services Manager will make attempts to intervene when there are noise or disturbance complaints about a tenant, including referrals to mental health or substance abuse services. If no intervention is successful the tenant can face eviction. This process has resulted in the resolution of problems that would have led to eviction without intervention.  Both the Property Manager and the Supportive Services Manager work closely together to bring these issues to the attention of the tenant at a joint meeting with the tenant. If the tenant does not participate in the solution or if the problem worsens, one of the following will occur:

Problems between Tenants

When a tenant is having difficulty with a neighbor, he/she will often come to the property management or support services staff for assistance. Support Service staff can assist the tenant will filling out an incident report, making a police report or merely with suggestions and advise. In addition the staff can meet with both of the tenants to mediate a conversation and come to an agreement or compromise.
Tenant Emergencies

Emergencies include suicide threats/attempts, fights, medical emergencies, and death.  The Property Manager and Support Services Manager are available after office hours in case of emergencies. The front desk contacts 911 when needed and may contact the Property Manager, to evaluate the situation.  The Property Manager pages the support services director.  

If a tenant dies, the property management and support services staffs assist in contacting the family and assist by working through the logistics of a burial, removing the tenant's belongings, and making arrangements to have a memorial service for the benefit of other tenants in the building. The Supportive Services Manager is the key player in the logistics of a burial and making the arrangements for a memorial service, not the Property Manager.
Proceeding With an Eviction
When the decision to evict is made, property management sends the paperwork to an attorney who will file it with the municipal court. During the eviction process, the Support Services staff continues to assist the tenant in finding a workable solution, or try to help him/her find other housing before the final eviction date. When necessary, the property manager testifies in court or participates in a settlement conference and gives the attorney other assistance as needed.

Because it is a legal process that can change depending on the response from the tenant, the eviction process can involve various steps in the legal process. See Eviction Prevention in Section 6 for information on eviction procedures and defense.

REASONABLE ACCOMMODATION

Tenants with a physical or mental health disability have the right to equal housing opportunities, regardless if the disability hinders their ability to live in their unit or follow the lease/house rules. Disabled tenants can request a reasonable accommodation to change rules, policies or structural changes to their unit or another part of the building in order to have equal opportunity to housing, on-site programs and access to the facility. For example a tenant can request support bars in their bathroom or making an exception to a “no pets” rule to enable a tenant to have a service animal. 

The request must be in writing to the Property Manager requires medical verification of the need for reasonable accommodation. The request cannot pose an “undue financial or administrative burden” on the property management or building owner. Support Service staff are available to assist tenants with making the request. See Appendix D: Reasonable Accommodation.

SECTION THREE

TENANT SELECTION PROCESS
The following policy has been established to ensure fair and equitable practices for selecting applicants to occupy units at Cedar Hill Apartments. The procedures specifically address the standards set by the various funding sources. The interview process may vary at each site, however Cedar Hill Apartments policy maintain strict adherence to non-discriminatory and fair housing laws.

Non-Discriminatory Policy

Cedar Hill Apartments does not discriminate against any individual wishing to apply for residency due to race, color, creed, national or ethic origin or ancestry, religion, gender, sexual orientation, age, disability, handicap, military status, source of income, marital status, or any other arbitrary basis.  All applicants are considered with impartiality, and information about an applicant is taken into consideration and related solely to the attributes and behavior that could affect residency.
Eligibility Requirements

Thirteen of the twenty-five units are under contract administration with Shelter+ Care. Applicants are required to submit applications to Shelter+ Care directly in order to be placed on their waiting list. Shelter+ Care maintains their own selection criteria and determines applicants eligible or not eligible.

The property management company is provided with updated waiting lists. When a Shelter+ Care tenant vacates a unit, the Property Manager conducts an initial eligibility interview with the prospective applicant to determine eligibility. The Property Manager stays ahead and always has a Shelter+ Care applicant approved even if there is 100% occupancy at the building. This process eliminates unnecessary time to process an applicant’s eligibility as opposed to beginning the process upon the property management company’s notification of a tenant’s notice of intent to vacate a unit.

The property management company maintains a waiting list for twelve of the twenty-five units. Applicants must be homeless, risk of being homeless or low income pursuant to the tenant selection plan. 

Applicants can be placed on both Shelter+ Care and the property management company’s waiting list simultaneously.  Eligibility interviews are conducted at the property management company pursuant to the policies and procedures of the housing program. All ineligible and eligible applicants are notified of their acceptance to the housing program in writing. Copies of notices to Shelter+ Care applicants are directed to the appropriate Shelter Plus Care staff member. Likewise, applicants are notified in writing of any unit offers and copies of notices are forward to the appropriate staff person at Shelter Plus Care.
Application Process 

Applications for HOME, Inc.’s waiting list are available at the property management company. They may be mailed or obtained in person. Additional applications are held at the Supportive Services Manager’s office and then forwarded to the property management company.
Criteria for Rejection

Should an applicant not meet the requirements for eligibility, Shelter+ Care and HOME, Inc. applicants are notified in writing. Reasons for rejection include unsatisfactory criminal history, unsatisfactory landlord history, and not meeting the income level limit for the housing program. As part of Cedar Hill Apartment’s tenant selection plan, credit reports and housekeeping inspections are excluded. Once applicants are rejected, they cannot re-apply until six months.
THE INTERVIEW PROCESS

An eligibility interview is scheduled jointly with the Property Manager and the Supportive Services Manager. The role of the Supportive Services Manager at the interview process is to objectively evaluate the applicant’s status for admission to Cedar Hill Apartments. Even though the Supportive Services Manager may be privy to information about the applicant unknown to the Property Manager, the Property Manager has the authority to make the final decision based on objective tenant selection criteria. Additionally, the applicant’s service provider and or family representatives are invited to the initial interview.

Service providers are a positive support for the property management company during the interview process because in most situations they can assist the property manager in following up with regards to required documentation to complete the eligibility process that the applicant could delay.

Background Information

The Property Manager completes a criminal check for each applicant. If information is discovered that may disqualify the applicant through the Rejection Criteria the applicant is sent a Rejection Letter from the Property Manager   which is a final decision. In rare situations, if a Shelter Plus Care applicant receives a rejection letter, the Shelter Plus Care Screening Committee may request a meeting with the Property Manager to attempt to conciliate with the Property Manager and request that the Property Manager accept the applicant. However, the Property Manager assumes a pro-active role during this process thus attempting to eliminate ineligible applicants to the housing program.

 Selecting Tenants

The Property Manager and the Support Services Manager discuss and make every attempt to agree on all tenant selection decisions. However, the Property Manager has the final decision based on the Tenant Selection Criteria.

If an applicant is not offered housing, the Property Manager notifies him/her in writing, including a copy to Shelter+ Care for Shelter Plus Care applicants.

SECTION FOUR

TENANTS

Due to the numerous and diverse agencies that refer clients for housing, the tenant population is very diverse. Some tenants have mental health issues, substance abuse issues, or serious physical disabilities. Many tenants are re-entering the workforce while others are in school or working at volunteer jobs. 

Privacy

Tenants are entitled to privacy.  Management must give 24 hours written notice before entering a tenant’s unit, except in case of emergency.  Only in an emergency or if the staff suspects a tenant is in danger will the Property Manager and a support services staff person will enter the unit to check on the tenant.

For the same reason of privacy, Support Services staff does not usually visit tenants in their units. A staff person may have an arrangement with a tenant that includes checking on a person while they are in their room, however case management services do not take place in the tenants’ room unless there is an emergency or medical need.
TENANT ORGANIZING
Homelessness often leaves people with feelings of powerlessness and low self-esteem.  On-site tenant organizations provide a vehicle for tenants to regain their sense of individuality, to participate in community life, and to have an impact on the world around them.  Encouraging tenant participation in important decisions and opportunities (along with any necessary support information and resources) empowers tenants and helps them build necessary life skills. The Support Service staff cultivate and support organizing among tenants.

The goals of supporting tenant organizing are:

· To provide a system of input and feedback on all management decisions.

· To build a sense of home, community and ownership among tenants. 

· To enhance leadership/vocational skills among the tenants.

· To cultivate increasingly more relevant, sophisticated collaboration with staff and the community at large.

Cedar Hill Apartments does not have a tenant council. It was found that committees have not been successful at the property. In lieu of having a tenant council, the Supportive Services Manager meets regularly with each tenant to facilitate building issues and resident needs. Tenants are kept apprised of all building activities through the publication of a monthly newsletter and other announcements.

Safety Meetings 

Separate safety meetings are not scheduled at Cedar Hill Apartments with the tenants. However, tenant meetings are scheduled with the Supportive Services Manager and the Property Manager to disseminate safety information. The property management company has an emergency procedures manual, which incorporates protocol for regular fire drills and evacuation. In addition any violations of safety procedures pursuant to the tenant’s lease are addressed as they arise and any action is taken immediately a place for tenants to express their concerns and for staff and tenants to collaborate on issues of concern in the building. The Safety Meeting is made up of tenants, the Property Manager and a Support Services staff person.

TENANT ACTIVITIES

One of the most debilitating effects of homelessness is the sense of isolation it instills in people. To help tenants become more connected to the larger community around them, support staff does whatever is necessary to promote a vital and caring community atmosphere. The activities are collaboration between tenants and staff, reflecting the needs and desires of the tenants.

Social activities hosted by the support services staff include bingo, coffee hour, birthday parties, and other informal gatherings.  Education, self-improvement, and health/hygiene-oriented events are also scheduled, such as fire prevention, flu shots, TB tests, and job club. Festive community meals celebrate holidays and special events at each building.  During most months, off-site recreational opportunities are planned.  These have included donated tickets to sporting events and movies or a support group that includes going to a café together.   To overcome a limited budget, the Activities Program relies on community support.  Local businesses and volunteers sometimes offer free tickets to local events, and occasionally will sponsor an event such as an ice cream social or gift give-away.

In Appendix F is a sample of a monthly calendar.  The scheduled events are a mix of long running consistent activities, those organized to address current needs, and one-time special and seasonal events.  The support services staff provides varying levels of assistance, ranging from acting as hosts, facilitators, behind-the-scenes helpers, providing only space and supplies and, occasionally, full orchestration of the activity.

A variety of activities are planned throughout the year. Bulletin boards are provided to inform tenants of the recreational and educational opportunities/ resources available.  In specific situations, tenants will receive individual notices of special events.  All tenants are welcome to participate in events scheduled in the building.  Tenants who are interested in having other events or activities are urged to help make them a reality.

Because of the nature of the tenant population, interest and participation in the support groups have varied over the existence of the programs.  Often the groups are formed with a specific intent in mind and, through time, they are transformed to more closely meet the needs of the participants as their needs change.  Every group is open to all tenants and meetings are announced on the calendar of events.  The underlying goal is to bring tenants and staff together to explore all options available for creating a healthier lifestyle.

COMMON GROUPS AT HOUSING SITE

Community Meetings

Every 4 weeks the property manager and support services staff meet with tenants to get to know each other better, talk about building issues, resolve problems, and share information. The meeting is generally facilitated by the Support Services Manager who shares the agenda with the Property Manager, a tenant representative from the Tenant Council and any other invited guests. Often cake and coffee or a meal is served to encourage attendance and community building.

In addition to monthly Community Meetings, some buildings also have a regular Floor Meetings with tenants, the Support Services Manager and Property Manager to address problems concerning that specific floor.
Support Groups

Staff members have facilitated a number of different groups that encourage tenants to talk to each other and work together. Each staff person who facilitates a support group does so in their own style. Some groups have been more structured with a fixed discussion topic and a set time that the door is closed in order to facilitated discussion. Other groups are more open, with tenants discussing current events or whatever is on their mind.
Holidays & Special Events

Many tenants enjoy having special celebrations on holidays.  The celebrations help to reinforce the sense of community.  The tenants are encouraged to approach staff with their specific ideas about how to celebrate a holiday or special event.  As a team, the staff and tenants develop a workable plan and implement it.  All interested tenants are encouraged to participate.

Traditionally each building has party or dinner around Thanksgiving and Christmas. 

Outings

Another way to build a sense of community and develop healthy relationships among tenants is by providing variety to the activities the tenants have available to them.  6-8 times a year groups of tenants accompanied by one or more staff persons, choose to go on an outing to a park, the beach, a sporting event, etc.   

GROUP GUIDELINES

Support Service staff have found creative ways to engage and involve tenants in activities.

Tenant involvement increases the benefit of each activity, even if it makes it more difficult to organize for the staff. Tenants assist with cooking the meals for holiday dinners and assist with facilitating support groups.

Cedar Hill Apartments has one support group pertaining to relapse prevention that is facilitated by the Case Manager. The support group and has general guidelines to deal with its goals and objectives.

SECTION FIVE

SUPPORT SERVICES
SUPPORT SERVICES AND PROPERTY MANAGEMENT

The collaborative management approach has been critically important in identifying and addressing problems that can be disruptive to the building community, or cause a tenant to lose his/her unit.  By working closely together, support services and property management staffs are often able to prevent behavior that may lead to eviction, hospitalization or incarceration.

The Support Services staff and the Administrator work together to oversee tenants needs and manage the administrative requirements of the building. Although the two managers have different roles and responsibilities and work together differently in each building, it is expected that the Support Services Manager and Property Manager work together as a team. 

Collaboration is necessary and an ongoing effort with the Property Manager and t he supportive housing staff.  The Property Manager notifies the Support Services team of recent incidents, late rent payment and any other issue related to housing. A copy of incident reports and 10-day notices of non-payment of rent are given to the Support Services team. Support Services will then outreach to the tenant and determine how best to help him/her develop a solution in order to avoid possible eviction. In addition, tenants may engage a Support Services staff person in advocating for a repair to their unit or a payment plan for a missed rent payment.  They will assist the tenant in negotiating a solution with property management.

All major decisions regarding tenants, for example move-in or eviction proceedings, are made together.  The decision making process is a collaborative effort and not a difficult one at Cedar Hill Apartments. Both the Property Manager and supportive housing staff are experienced and knowledgeable in their areas of expertise and have no property management staff, who see the tenants 24 hours a day and enter their rooms for repairs, difficulty in crossing boundaries of their positions. 

TENANT SERVICE PHILOSOPHY

· Each tenant decides whether or not to participate in on-site support services.

· All on-site support services are voluntary.
The aim of Support Services takes into consideration the tenant’s stated desires and goals in order to help each individual live independently, attain a level of economic independence, gain self-sufficiency and maximize his/her abilities. Supportive housing provides an environment where individuals can live with dignity and respect, utilizing support systems for independent living. This means the array and depth of services offered is defined by a combination of the tenants' stated needs/requests, and professional program development. Because all services and activities are voluntary, tenants are not required to participate even though the support services staff can often see needs or symptoms that might be alleviated by support, education, social opportunity, recreation, treatment or medication.

The strategies used to provide case management services to the tenants are as diverse as the tenants themselves. The main goal is help tenants gain and maintain stability in their lives.  The majority of the tenants have previous experience with homelessness. The support services staff offers assistance and intervention as needed or requested to help tenants identify and change behavior patterns which threaten their ability to maintain a stable housing situation.  Issues addressed may include failure to pay rent, lack of housekeeping skills, disruptive behavior or acts of violence.  Some tenants may need only minimal support from staff; others will need more extensive services. 

Support Services attempts to enhance individual health, well-being and build a sense of community.  In addition to economic hardship and, in some cases, profound disabilities, previously homeless individuals often suffer from a crippling sense of isolation and low self-esteem.  The staff seeks to engage tenants in activities which help individuals address these issues and create a sense of community by offering a variety social and support groups and encouraging tenants to attend and assist in organizing these activities.  

Lastly, the Support Service team attempts to empower tenants to take active roles within the tenant community and the community at large.  As tenants become stable in housing, the staff supports their efforts to be more involved and assume greater influence in building issues and events, as well as join in community activities outside of the building.

The staff's experience has been that:

· Offering too much help cultivates dependence, conflicting with the program's goal of independence;

· Offering too little help creates painful confusion and frustration, and sometimes results in disappointing experiences for both staff and tenants;

· Trying too hard is well intended but often chases tenants away – in opposition to the goal of engagement and relationship building;

· Trying too little, or staff participating passively, is frustrating and ineffective for the tenant.  It sometimes is a result of feeling helpless, hopeless or resigned;

· Giving freely and gladly of available time, spirit, goods, ideas, expertise coupled with a willingness to take risks, be flexible, and go the distance helps tenants turn their ideas and goals into a reality.  This is vitalizing for tenants, the staff and the building community;

· Providing tenants with a structure of opportunities, groups, activities that stays alive by being consistent, reliable, flexible, interesting and useful inspires a high level of participation from tenants.

The goal is to cultivate independence in the tenants by not taking over, but instead assisting tenants in being accountable and acquiring the knowledge and skills to reasonably work through their problems and challenges.
Because of the variety and complexity of the needs by the tenants, a collaboration of agencies formed a multi-disciplinary group to offer an array of comprehensive services.  These services enable previously homeless adults with serious needs to live in permanent affordable housing, thus supporting them to end chronic homelessness, stabilize acute and/or chronic health/psychiatric conditions, and live healthier, productive, more satisfying lives.  

There are numerous challenges to provide voluntary services to tenants living in a community environment, who are known to have substantial support needs.   In order for services to be an effective component of life, the process demands that all staff:

· Place emphasis on early engagement and follow through;

· Understand that individual meetings and group activities are voluntary, are hopefully irresistible to those who need them, and are tenant driven, i.e., respond directly to tenant stated needs and desires;

· Provide services/activities that are user-friendly, with a multitude of ways and opportunities to participate;

· Deliver services which are culturally relevant -- considering race, ethnicity, age, gender, sexual orientation, as well as the culture of poverty, substance abuse, chronic illness, homelessness, community living, etc.;

· Remember that harm reduction is a priority every day and in every way.   The goal is to decrease illness, danger and violence, and increase healthy habits resulting in better health and a generally improved situation (refer to the more detailed Section on Harm Reduction, see pg. __).

· Be committed, nonjudgmental, able and willing to work with their own personal issues which may be triggered by working in this environment;

· Be aware of community dynamics;

· Have good, basic clinical skills, and be able to work closely with tenants at unusual, practical and mundane tasks;

· Utilize their clinical/personal skills to build lasting, effective relationships with the building community;

· Provide collaboration, consultation, expert advice and practical help to each other, as well as the tenants;

· Make use of individual and group supervision that is rich, deep, frequent and available regularly as well as on drop-in basis;

THE SUPPORT SERVICES TEAM
The Support Services team is designed to assist tenants in gaining stability and finding workable solutions to specific problems. The Support Services Manager, an employee of Columbus House, coordinates the smooth integration of outside service providers into the on-site Support Services team.

The team functions as a clinical multidisciplinary, multi-agency team, where each member brings their particular experience and expertise to the shared task of working with the tenants, as well as the additional resources of their parent agency.

The benefits of a team approach affect the entire building, by providing a seamless support system for tenants and creating a supportive environment for staff. Case managers have an identified caseload, however staff interact with all the tenants through on-site activities, shared offices or by informally meeting in the lobby. Therefore, information is shared with the entire team during Team Meeting, with respect to confidentiality policies. If a staff is off site another staff person can intervene and provide a tenant service, and then update the off-site case manager. For this reason it is imperative that staff communicate and consult with each other in order to prevent a tenant splitting between staff or providing duplicate services.

Staff Structure and Planning  
The Support Services Manager has overall responsibility coordinating all on-site services, guiding the support services staff, and administration of the program.  In addition, he/she plans for the needs of the tenants and staff, supervises staff, and maintains a strong and workable relationship with the service provider community and the Property Manager. 

Daily on-site supervision is provided to all Support Services staff as needed and direct supervision is given to the to the case manager weekly. Staffing flexibility and careful planning are essential. With such a diverse group of tenants, there are myriad issues that require special handling to provide the most beneficial services. 

The following table shows the variety of positions that make up the Support Services teams and the number of positions at each site. See Appendix G for a copy of support services job descriptions.

	Position
	Hiring Agency

	Support Services Manager
	Columbus House

	Case Manager
	Columbus House


Office Hours & staff structure

Regular property management office hours are generally 9am - 5pm Monday-Friday at HOME, Inc.

The property manager is responsible for overseeing all property management operations, supervising maintenance and office staff, and planning for the long-term stability of the building.  All documentation and record keeping on rents, repair contracts, etc., are maintained by property management personnel.  

The maintenance worker and janitorial staff keep the building clean and completed needed maintenance and repairs. They also oversee outside contractors that are hired for pest and elevator maintenance or major repairs.

CASE MANAGEMENT

Providing voluntary case management services to tenants requires flexibility and creativity. Not all tenants want or need services and some tenants need services that they refuse. Support Services respects the desires of the tenant and “meets the tenant where he/she is at”, which allows the tenant to have some control over the services they receive. For this reason, case management services can occur beyond the traditional office setting to the hallway, sidewalk or during Coffee Hour.

For example, the staff must be sensitive to the fact that a tenant's primary need may be mental health services, but he/she may choose to engage with staff around social or educational activities only.  It is often the case that the staff person has to work slowly to win the trust of the tenant in order to provide the ongoing service needed and/or effective intervention to avoid a crisis or help resolve it. 

All tenants of Cedar Hill are assigned to the Primary Case Manager, who is supported by the Project Coordinator. The Primary Case Manager is responsible for engaging with the tenant upon move in, completing the initial intake paperwork, providing on-going services, coordinating outside services for the tenant and outreaching to tenants who aren’t actively receiving While the network of services provided at the housing sites is comprehensive, it should be clear that it is not meant to provide for all of the tenants' needs. Support Services. While the network of services provided at the housing site is comprehensive, it should be clear that it is not meant to provide for all of the tenants' needs. The team works closely with service providers throughout the community. In addition, the case manager keeps a chart for each tenant on his/her caseload in order to keep documentation of demographics, service providers and progress notes. 

Members of Support Services work closely with each other, assisting tenants when the Primary Case Manager is unavailable. In order to decrease “splitting” between staff, tenants are always directed back to their Primary Case Manager.

In addition, each case manager facilitates groups and participates in in-house community events. A very important aspect of each case manager's job is to engage tenants and build relationships in order to assess needs and opportunities for intervention. Some tenants may be more willing to engage through on-site activities and will eventually participate in formal case management services.

The primary elements of case management services are:

Engagement   

Engagement often begins before tenants move into the building, at the applicant's initial interview with the Support Services staff, and growing with every encounter.

As the first step in engaging the tenant, the Support Services staff is responsible for: 

1. Participating in the tenant interview/selection process as needed;

2. Meeting tenants as they move in and helping with practical needs during this period, e.g., food, dishes, linen, phone, etc.; 

3. Completing necessary paperwork with tenants (see Intake).

The staff person assigned as the Primary Case Manager may use a number of strategies to meet a new tenant: 

· Leaving them a note on their door to stop by Support Services for a “Welcome Packet” ,

· Writing the tenant a letter introducing themselves and providing information on on-site services and activities,

· Attempting to meet the tenant in the lobby, 

· Working with the other staff to be introduced to the tenant. 

 “Welcome Packets” can include donated items, such as pillows or bath mats, or hygiene products purchased at the Food Bank.
Intake 

The team's first goal is to meet every tenant in the building and assess their needs and desires for services. Meeting a tenant during the application process can help staff develop plans and lay the groundwork for building relationships that will be useful when problems need to be resolved. A further goal is to identify likely crises, avert them whenever possible, and intervene if necessary. 

Based on discussions at the initial interview, meetings and observations, the Primary Case Manager assesses the tenant's risks/needs from a more clinical point of view begins to formulate a plan for further engagement and possible service delivery. During the initial meetings with the new tenant the Primary Case Manager attempts to complete the Intake paperwork, which is used to develop the tenants Support Service file. The Intake documentation is entered into the Provide Case Management software system. Additional intake paperwork consists of:  (see Appendix __). 

· Client Grievance Procedure

· Consent to Release Information for outside service providers, as necessary

Not every tenant is willing to do paperwork with a case manager immediately upon move-in, and so completing paperwork with some tenants will be a goal. Describe what is done with particular forms at this site? A copy of the Client Grievance Procedure is given to the tenant and the signed original is put in their client file. The Service Plan should be completed within 90 days of the tenant’s move-in date. The case manager documents in the client file if the tenant is not willing to complete a service plan. All other forms are completed with the tenant as soon as possible.

Third Party Rent Payment and Money Management: Many tenants have difficulty paying rent and/or bills on their own. Sometimes this includes agreement to Third Party Rent Payment, where an agency receives the tenant’s benefits check every month, pays the rent for the tenant and gives the balance of the check to the tenant. Some tenants need more intensive money management services and can be referred to intervention services who will receive the tenant’s benefits check and pay the rent and/or bills and then give the tenant regular disbursements based on a monthly budget created with the tenant.
  Direct Service

Based on the intake, the case manager works with the tenant providing services to the extent needed and will allow. If the direction or need is unclear, the engagement process continues. This is also true if the need is clear but the interest is only minimal. 

For instance, when problems arise between a tenant and property management, the support services staff can often assist in resolving the difficulty. The problem may be brought to Support Services by a tenant who has an issue with management.  More commonly however, problematic behavior comes to the attention of Support Services through Property Management.  If the problem threatens the tenant's housing, the case manager works with the tenant to change the behavior and/or address the underlying issues to effect change. In a crisis situation, members of the team may get involved individually or as a group to effectively intervene and resolve the problem and follow-up a necessary.  The resolution may involve paramedics, police, de-escalation, a visit by the Mental Health Mobile Crisis Team, or consultation with other service providers.  Team supervisors are available by phone or pager for assistance and follow-up as necessary.

Networking, Referral and Advocacy  

The close working relationships that support staff has built with both tenants and local agencies has been critical to the success of the program.  In order to provide effective case management to the tenants, staff often refers them to the agencies that can most effectively help them.  In turn the various service providers and community groups look on to supportive housing as a source of housing for their clients.  When an outside agency refers a tenant, the agency often continues to be involved in providing services for the tenant.  The agency’s involvement varies from translation services for non-English speakers, to more in-depth involvement such as frequent home-visits, formal counseling, money management, medication monitoring, on-going medical, mental health, or substance abuse treatment services.

Often tenants have difficulty articulating their needs to outside service providers or to Property Management because of disabilities, skill or comfort level and case managers are put in the position of advocating for their client. This may include developing a rent payment plan or behavior modification contract with the Property Manager, negotiating a doctor’s appointment time, explaining the need for increased In-Home Support Services hours or insisting the need for tenants to receive home visits from a service provider.

EVICTION PREVENTION

Many of the people living at Cedar Hill Apartments have not had stable housing in many years, or ever in their life. For that reason, residential stability is a priority and eviction prevention is often the most important service the case managers provide. Eviction prevention ranges from assisting tenants with talking to the Property Manager about a lease violation as well as referring the tenant for help in responding to a Summons, legal representation or alternative housing. 

The eviction process is a challenging and emotional issue for both the staff and the tenants. Adding a complicated legal process to the mix can make the process stressful and time consuming for everyone. During this process Support Service staff may feel pulled between the needy tenant and the frustrated Property Manager. 

Before a tenant is involved in the eviction process, support service staff make many attempts to outreach to the tenant and find ways to deal with non-payment of rent or lease violations. Linkages with other social service providers can help with mental health or substance abuse issues that may lead to an eviction. If a tenant is not interested in support services during the eviction process, case managers should still continue to look for ways to outreach and provide referrals or assistance.

Eviction Process

When a tenant receives a 30-day notice (see Appendix J for a glossary of legal terms) from the Property Manager a copy is given to Support Services to notify the assigned case manager of the need to follow-up with the tenant. In order to stop the eviction process before it is filed with the court, the tenant must meet with the Property Manager to address the lease violation or make a rent payment plan. If the issue cannot be resolved the Property Manager may file an unlawful detainer lawsuit in municipal court. The unlawful detainer suit will show up on the tenant’s record, even if the tenant is not ultimately evicted. Depending on the severity of the issue, the Property will usually allow the tenant several attempts to remedy the situation before filling an unlawful detainer.

The tenant will be served a copy of the Property Managers lawsuit and files a written response with the clerk of the court. Tenants should go to the Eviction Defense Collaborative or another legal aid organization for assistance with writing the response and legal advice. The tenant will be expected to pay filing fees, however can request a fee waiver if they have limited income. Support Service staff can not give legal advice or represent tenants in court. 

There are a number of ways a tenant can respond to the lawsuit, with assistance from a legal aid organization. For example, a tenant may file a “Motion to Quash Service of Summons” or a “Demurrer”, which may lengthen the eviction process. 

If a tenant does not respond to the lawsuit the court can enter a default judgment, allowing the Property Manager to obtain possession of the unit. The tenant will be served a notice stating the date that the Property Manager will obtain possession; the tenant is expected to move out prior to that date, which is when the unit’s lock will be changed.

Throughout this process the tenant can attempt to remedy the situation with the Property Manager. However, at some point the Property Manager may refuse any contract or payment of back rent. Because of the cost of court fees the Property Manager usually would rather settle the matter out of court, in a Settlement Hearing presided by a judge. Often the tenant agrees to move out by a certain day if the back rent is waived. In this case the unlawful detainer will still show up on the tenant’s record. Case Managers are not permitted to represent tenants in a Settlement Hearing, however should assist the tenant in remedying the situation with the Property Manager before it gets to that point.

EMPLOYMENT SERVICES

 In order to help tenants gain stability and become active members of the community, employment, vocational and educational services and referrals are provided independently from case management services..

Assessment

As in a case management intake, the goal in meeting with a client for the first time is to find out where a client is at and where he/she wants to go. The Employment Specialist uses the Employment Program Intake Form, as well as other assessment tools, to collect basic background information and evaluate the tenant’s interest, skills, and work history to develop a step-by-step training, vocational, or employment plan.

Pre-Employment/Vocational

These services, provided on a case by case basis, include job counseling, referrals to educational/vocational training programs, and/or referrals to volunteer work. Job counseling focuses on the requirements of job readiness, for example, hygiene and appearance, anger management, money management, self-esteem, stress/coping strategies, and conflict resolution. Tenants who are unable to work or are not interested in referrals are encouraged to get involved in on-site community activities.

STAFF MEETINGS

The supportive services staff meetings daily to plan for the day since there is only a Supportive Services Manager and a Case Manager.
SECTION SIX
SUPPORT SERVICES POLICIES
ESSENTIAL STANDARDS OF CONDUCT FOR STAFF

· Do no harm.

· Do nothing to diminish the dignity of any person.

· Refrain from exploiting a privileged position, knowledge, or power.

· Promote and ensure safety for tenants as well as staff.

· Do not intentionally harm or abuse verbally, emotionally or physically any tenant or staff person.

· Do not have sex or engage in any type of intimate touch with any tenant.

· Do not use drugs/alcohol, provide them to or purchase them.

· Do not engage in any transaction with tenants where money comes out of, or goes into, your pocket.
· When in doubt about a course of action, consult with your supervisor.
SUBSTANCE USE POLICY

At Cedar Hill Apartments, we recognize that legal and illegal drug use is a part of the world and the communities in which we live.  We do not support illegal drug use, however we do wish to minimize the harmful affects of drug use on each individual and the community as a whole. We wish to respect every individual’s right to health and well-being and to acknowledge their ability to take responsibility for their behavior as it affects themselves, their loved ones and their community. Cedar Hill Apartments does not condemn drug use, however we do not allow unacceptable behaviors resulting from the misuse of substances.  We recognize that for some people this will mean total abstinence from drugs and alcohol and for others this may mean responsible use.  This includes discussing tenant’s choices regarding substance use in a non-judgmental manner and helping them make decisions for themselves about their own substance use goals.  If drug and alcohol use is apparent we will explore with the tenant what purpose it serves for them, and how it causes them harm.  
*  Absolutely no drug dealing or distribution will be allowed in Cedar Hill Apartments  This includes the buying and selling of any illegal substance or psychiatric medication on or immediately surrounding the premises.  Staff may contact police if dealing or distribution becomes apparent in the building.

*  No illegal drugs or alcohol in the building or the community areas at any time.  This includes the lobby, kitchen, hallways, resident lounges, basement, eating area, television lounge, atrium and courtyard.

*  No public intoxication in the above community areas.

*  No drug seeking behavior in the community.  This includes, but is not limited to, knocking on other resident’s doors requesting money or substances and threatening other residents or staff.

*  As we respect your right to use substances safely if you choose, you must respect the rights of other residents who choose not to use at all.  This means that your substance use may not disturb other residents.  This includes, but is not limited to, making excessive noise or being noisy after hours, leaving drugs or drug paraphernalia in public ares, having excessive visitors, or having substances available or visible to other residents.

*  Substance use cannot interfere with the financial responsiblities of each tenant such as payment of rent becomes a problem, money management may be offered as an alternative to eviction.

*  Residents will be responsible for ensuring that their visitors comply with the above standards.

* If substance use becomes problematic to the community, or it appears that substance use is endangering the housing status of a resident, substance use counseling may be arranged through the staff of (substance use specialist) as an alternative to eviction.
CONFIDENTIALITY

In permanent housing, with more than one agency providing support staff, there are bound to be questions and concerns around privacy and confidentiality.  

Cedar Hill Apartments adheres to a policy of confidentiality respecting every tenant's right to privacy.  This is a professional as well as a legal directive, and it is imperative for effective helping relationships.  Hence, Cedar Hill Apartments not only concerns itself with the practice of protecting confidential client information, but also the spirit of confidentiality.  This is fundamental to living up to the trust tenants place in the staff, and acting within the boundaries the law provides.

All conversations between staff members regarding a specific tenant must: 

l) Be carried on with professionalism. 

2) Happen only when necessary and in private (i.e., seeking consultation or supervision, advocating for the tenant, linking him/her to services, etc.).  

3) Consider what is best for the tenant. 

4) Have his/her permission whenever possible as required by law. 

As is sometimes the case, there are special circumstances in which making confidential information available is necessary or required.  These special cases include:  

· A tenant who is diagnosed with TB and contagious. DPH must be notified;

· Sharing tenant information with emergency service providers, including the completion of a 5150 Form, and/or providing information to paramedics or psychiatric emergency during an emergency medical situation;

· Knowledge of child or elder abuse  must be notified;

The support services files are not available to property management because they may contain confidential information.  Tenants sometimes request or agree to the sharing of pertinent information as required by law and good ethical procedure, however support services staff cannot release any information with Property Management staff or outside service providers without the written permission of the tenant.

Policies regarding sharing information with other collaborating agencies may vary from site to site.  
TENANT GRIEVANCE PROCEDURE

N/A.

CRISIS INTERVENTION PROCEDURES
At times support services staff will need to employ crisis intervention strategies to deal with tenants who are ill, injured, at risk of injuring themselves or someone else or behaving erratically. Changes in general or typical behavior patterns, physical appearance, and lifestyle of tenants should be monitored and discussed in Team Meeting in order to prepare for possible interventions, such as calling  or notifying the tenant’s mental health or medical providers. The Support Services Manager must be notified of any concerns or indicators of violence or threat violence for intervention assessment and notification of the Property Manager and other staff, if necessary. 

During a potentially dangerous incident the most important point is to ensure staff and tenant safety. Throughout a crisis staff should intervene verbally, asking the tenant to stop, lower their voice, leave the room, etc. If the crisis escalates to potential violence, 911 should be called immediately. Social service providers are not permitted by law to react to violence directed towards them by physical action. Intervening physically in a fight between two tenants may provoke further attack and could result in injury to you and the tenant. Staff is not trained or legally authorized to hold or pin down tenants and should not use this technique. 

The intervention should be documented after a crisis. Following a major incident, it may be helpful for the staff to meet together or with their supervisor to debrief the situation. During the Team Meeting, the crisis should be debriefed and assessed for future interventions.

The Property Manager and Support Services Manager assess all violent incidents and incidents that are continuously disruptive to the community. If appropriate, the tenants involved may be at risk of losing their housing because of these incidents.

HARM REDUCTION

 The support services staff and the tenants are daily confronted with assisting active alcohol and drug users maintain stable housing and reduce the harm that can come with the use of drugs and alcohol. This presents many challenges because many of the tenants have had problems with drug and alcohol abuse, and for many of them loss of housing and homelessness stemmed in part from substance use.  The program's goal is to help individuals who have secured housing to keep it.  If they to do this, they have an opportunity to reduce other health and social, legal harms/risks to themselves and others and perhaps seek needed treatment services.

Tenants are not required to be free from alcohol/drug use when applying for housing.  Obviously, drug use is against the law, but a tenant's personal habits cannot, and should not be, monitored after they move into permanent housing.  Further, tenants have a choice as to whether or not to avail themselves of any services provided in the building.   Some tenants are in recovery from substance abuse.  Some participate in activities/services in the building and in the community.  For all, their rights as tenants and individuals are respected.  The staff continues to work together to create an environment which is valued by, and safe for all tenants and staff and maximizes their potential while minimizing the danger and health risks stemming from substance abuse.

What Is Harm Reduction?
Harm reduction is a philosophy, model and a set of strategies that attempt to reduce drug-related harm without creating further harm to active users, their families and communities affected by drug use.  Drug related harm includes transmission of HIV/AIDS and other infectious diseases, overdoses, illness, death, dysfunction, violence and community disruption.

Harm reduction presents an alternative to the more traditional disease and/or moral criminal models of drug abuse treatment.  The interventions are guided by model that requires the creativity and innovation reflective of the complexity, and individuality of the user's life including, but not limited to, their drug use.

The Basic Tenets of Harm Reduction are to:

· Recognize the intrinsic value and dignity of all human beings.

· Seek to maximize social and health assistance, disease prevention, and education, while minimizing repressive and punitive measures, and holding tenants accountable for behavior that negatively impacts their neighbors.

· Do not judge drug users as good or bad; rather, Harm Reduction looks at tenants' relationships to drugs, emphasizing the reduction of drug-related harm and the encouragement of increased well being.

· Recognize the competency of users to make choices and change their lives, including their drug use.

· Engage the individuals and communities affected by drug use in co-creation of strategies for harm reduction intervention and programs.

Support accessible, legal syringe exchange at a nearby neighborhood location, and make available on site supplies to practice safe sex.

SYRINGE SAFETY

Due to the danger of getting a puncture wound from a used syringe, and the difficulty in determining if a syringe is clean or used, all syringes discovered on the premises are placed in bio-hazard Sharps containers located in staff offices throughout the building.  This immediate disposal of syringes is accomplished calmly, swiftly, with the minimum amount of handling, and with the highest regard for safety. 

If a syringe is found, latex gloves should be worn when discarding. Do not touch or hold the needle itself.

PETTY CASH

Petty cash is kept with the Support Services Manager for small office and program related purchases. The Support Services Manager must approve in advance all requests for petty cash, including purchases that need to be reimbursed. Requests for petty cash should be made two weeks in advance on the Petty Cash Request form in order for the Support Services Manager to approve the request and request a petty cash check if necessary. All petty cash purchases must accompany a receipt, which is returned into the Support Services Manager.

DONATIONS
All items donated to Cedar Hill Apartments including, but not limited to, food, clothing, equipment, money, property, etc., are to be explicitly used for the tenants. No staff member may take, use, or otherwise appropriate any donated item for his/her personal use.  Any misuse or misappropriation of donated items is subject to disciplinary action up to, and including, suspension without pay and/or termination.

Telephone and/or in-person inquiries about donations will be directed to the Support Services Manager whenever possible.  Whoever accepts the donation will provide a receipt to the donor, and put away the goods until the support services director determines where and how it will be utilized.  

Donated items may include, but are not limited to, food (raw and prepared), items of clothing, vehicles, equipment, carpeting, paint, etc.  Should a donation not be suitable for use at a housing site the Support Services Manager will contact other programs who may need the items.

UNIVERSAL PRECAUTIONS
N/A

SMOKING

Smoking is not permitted in community areas including the lobby, community room community kitchen, and only permitted in the rear patio area. Staff members are permitted to smoke ONLY outside the building. Tenants are permitted to smoke ONLY in tenant units or outside.

AFTER HOURS BACKUP

Both the Project Coordinator and Property Manager are available through 24-hour beeper service.

VACATION COVERAGE
When a staff person is away, it is imperative to maintain a smooth flow of services.  Tenants are advised when a staff person is going to be away for more than a day or two and the team determines what staff person will interact with tenants who need ongoing services while the Primary Case Manager is away. Vacation coverage plans are discussed in Supervision and Team Meeting in order to facilitate the absence of a team member, provide coverage for both tenants and activities and increase the team's ability to provide effective support to the tenants/community in the interim. 

 At least a week before being away the staff person should post his/her absence and planned return in the building.  The tenants on their caseload should be notified in writing and those tenants who may need or want support should be notified of the case manager they can see in the interim. 

The case manager should provide a list to the team of those tenants who will need extra support, and providing any special information about what to do for the tenant in a crisis, who the specific community providers are, and how to contact them. In addition, the team should be notified of the community events or tasks the staff member normally facilitates and the plan of action during his/her absence, i.e., will the activity be continued or canceled, will it need staff support, who will provide it, will it be tenant led, what will the tenant need, and do the tenants understand the temporary changes.

SECTION SEVEN

CONTACTS

DMH

Medical

Housing

Faith-Based
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Employment

Educational

Drug/Alcohol Treatment

Crisis

Needle Exchange

Integrated Services

Enter Name, Address, Contact person, Hours, Phone Numbers, Fax, e-mail
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