
    

  
 

 

 
  

 
 

 
  

 
  

 
 

 

  
 

  
     

 
 

 
 

  
  

 
 

 

 
 

 
 

    
  

 
 

  
 

  
  

 

Rental Housing Counseling: 
Promising Practices and Lessons Learned 

Olivia Healey:  Good morning and good afternoon. My name is Olivia Healey, and I'm happy to 
introduce us to our session today, the "Rental Housing Counseling: Promising Practices and 
Lessons Learned." 

Before we get started with today's content, let's review some logistical components. Participants 
have been joined in a listen only mode and are asked to submit any technical questions into the 
chat box located at the bottom of the screen. 

At the end of our presentation, we have time set aside to go through any Q&A that you guys 
have throughout today's session. So please feel free to submit any content related questions into 
the Q&A box, and we'll be happy to answer those throughout the session via the Q&A box and 
verbally at the end of our session. 

Materials have been posted on the HUD Exchange prior to today's session, and the recording and 
transcript will be posted in coming days after today's session. We've provided a link so you can 
access those materials within the chat box. 

If you are a common participant of our Office of Housing Counselor webinars, this is a newer 
process that we've added in for you guys to access a certificate after receiving -- after attending 
today's webinar. So please take note of this, if the certificate provides you the needed 
documentation for today's session. 

The Housing Counseling Training Digest is a wonderful resource for all housing counselors and 
housing counseling agency employees and provides constant updates about training opportunities 
that are available to you. Sponsored by HUD and our training partners. And I would like to take 
some time to note two additional training opportunities that would benefit the attendees that have 
chosen to join today's session. 

So at the end of April we'll soon be announcing a legal services focused webinar that will help 
guide agencies to receive important tips and strategies for incorporating legal services into their 
rental eviction prevention counseling programs. 

And then we've recently also sent out a save the date for our upcoming May conference entitled 
Serving Communities Through Housing Counsel -- sorry -- Serving Communities Through 
Housing Counseling. This is a joint effort between HUD's Office of Housing Counseling, the 
Community Planning and Development, and Field Policy and Management to bring together all 
of the resources that these programs provide and contextualize it for housing counseling agencies 
and the programing that exists under all of those offices. And this will help support the 
vulnerable populations, protected classes, and underserved communities and builds relationships 
among all these programs at the local and state level. So again, make sure you keep up to date 
with all of the training opportunities through our Training Digest. 
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Rental Housing Counseling: Promising Practices and Lessons Learned 

Mentimeter is a common polling software we like to use during these webinars, and have a few 
introductory questions that we'd like to go through with you guys today to understand our 
audience a bit better and tailor the message for today's conversation. In the chat box we'll be 
posting the link for you to join our Mentimeter, and then you can also use the website menti.com 
and the code provided at the top. 

Give a few more moments for others to join us. 

Our first question that we have for you today is, what type of rental housing counseling do you 
provide? So this is what you're currently providing at your organization. 

So it seems like a lot of our responses are all rental housing counseling topics, some that aren't 
providing rental housing counseling at this time, and some solely focused on eviction prevention. 
It's great to see this number growing and responding to an increase in recent years. 

The second question that we have is, what kind of market do you currently serve? So these are 
the type of client markets that your agency aims to serve, and we've defined hybrid as one or 
more of these areas. So that can be any combination of rural and urban, rural/suburban, 
urban/suburban. And noting that different markets have different needs and we can tailor our 
response differently. 

So it looks like the majority of individuals on today's call are serving a hybrid market. Okay. 
Thank you for your response there. 

I am delighted to introduce Jerrold Mayer for an introductory to our session before we get into 
the content. 

Jerrold Mayer:  Well, thank you, Olivia, and welcome, everybody, to today's HUD webinar on 
Rental Housing Counseling: Promising Practices and Lessons Learned. Thank you to all the 
HUD certified housing counselors and to the agency executives and managers and counseling 
staff who are also joining us to learn more about rental housing counseling. 

During the pandemic, HUD's participating housing counseling agencies are being called upon 
more and more to help families facing eviction. We hope that today's program will help build up 
the capacity of housing counseling agencies to assist rental clients by sharing rental housing 
counseling information, experiences, and best practices. Next slide, please. 

I'm pleased to introduce Shawna LaRue Moraille, who is a director with ICF, our national 
technical assistance provider. Shawna has led the ICF project team that has developed new rental 
counseling resources and webinars and has facilitated the first ever Rental Communities of 
Practice for HUD's Office of Housing Counseling. 

Shawna is also joined here by Olivia Healey, who is also from ICF and who has also supported 
HUD's efforts to assist housing counselors build up capacity in rental housing counseling over 
the past two years. 
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Rental Housing Counseling: Promising Practices and Lessons Learned 

We are also fortunate to have two members of the communities of practice here with us today. 
First, Joseph Lopez, executive director of the Spanish Coalition for Housing. They are based in 
Chicago, and they provide rental housing counseling for the most vulnerable populations. 

Also, Brad Gordon, who is the executive director of the Berkshire Regional Housing Authority. 
They are a nontraditional housing counseling authority, and they will work in the outer ring of 
the Boston area. Next slide, please. 

We'll begin with the discussion of HUD rental housing communities of practice project that has 
gathered rental focused housing counseling agencies together. HUD wanted to see what we could 
learn and then share from these industry leader agencies. 

We'll hear from Joseph about the key characteristics of successful rental housing counseling 
delivery, as well as successful partnerships and resources. And then finally, Brad will discuss the 
integration of rental housing counseling into their range of housing services. 

And now, I'll hand the mic over to Shawna to take us through the rest of the program. 

Shawna LaRue Moraille:  Thank you so much, Jerry, and appreciate everyone being here with us 
today. As Jerry mentioned, we were able and fortunate to lead HUD's Office of Housing 
Counseling's first communities of practice, which is a peer-led initiative, and it is a way to create 
a cohort of practitioners who can discuss any issues or challenges, and in this case, looking at 
rental housing counseling, which for some agencies, as Jerry mentioned, is a newer service. 

We -- the ICF team had two amazing facilitators throughout our nine months together, Sid 
Alvarado and Rachael Laurilliard, as well as a larger team of experts. Olivia, you've already met, 
is an expert in Mural, which is a virtual sticky note software, and also Allie Whitenack. So a 
couple of these folks are not here with us today, but ICF had a larger team working with a 
number of different housing counseling agencies to bring this particular type of service to HUD 
but also these lessons learned that I'll talk through today. 

So the group branded themselves Rental Counseling All Stars. I believe we had some sports fans 
who voted for that. We engaged 13 local housing counseling agencies across the country. We 
thought that this map would give you a good sense as to the rural areas, the urban areas, the 
suburban areas that were represented. There was even a housing counseling agency from my 
mother's hometown in Marion, Indiana. 

And we met over the course of nine months from April to December of 2021, and what we were 
able to do as facilitators is to work with agencies such as Brad and Joseph, that you'll hear from 
in this presentation. But we captured their lessons learned, and they're on three different 
categories, which I'll talk about in the next couple of slides. 

So the first one is that we learned a lot of lessons from our cohort of agencies around service 
delivery, and we know many of you who are housing counseling agencies that do direct services 
that are here with us today would want to know more about what was working for these agencies 
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Rental Housing Counseling: Promising Practices and Lessons Learned 

and then also some of the challenges. So I'm going to pick out a couple of things to highlight 
today. 

So there was a lot of what was working around communication. I think that was one thing that, 
as folks found a different way to communicate amid the pandemic, in particular, they were able 
to foster community partners and make a lot of referrals across their program. 

They were also able to use their training team members that were dedicated to different parts of 
their program, really dedicate those staff members to training others in terms of service delivery 
for rental housing counseling. 

There was a lot of reorganizing. I'm sure this will ring true with many of you. Lots of 
reorganizing staff, training each other up, make sure that those that were doing pre-purchase or 
some other type of service really were trained on everything they need to know about rental 
housing counseling in terms of tenant landlord requirements, what happens in terms of the court 
process keeping people away from imminent eviction. 

And then also, what also worked is establishing and maintaining all the working relationships 
with local landlords to help, again, back up and make sure that before anything gets worse for a 
rental client, they were able to work through some of those issues through housing counseling. 

Some of the challenges is that there was a lot of demand for the services. We chose working with 
local housing counseling agencies first to be our first communities of practice because we 
wanted to find out how they were doing in terms of the demand, how were they balancing both 
what was going on with them personally amid the pandemic but also what was going on in terms 
of their staffing and how they were able to stay on top of that. So there was a lot of demand, and 
that certainly was outpacing a lot of the staffing. 

There was challenges lacking funding for training new housing counselors in rental in particular, 
doing some of that mentoring. 

There was also challenges just keeping up with tenants and applicants. I'm sure this rings true for 
many of you on the phone, as well as just following up with clients in terms of follow up. So I 
know all of you are doing your best to follow up with all your clients to find out what sort of 
outcomes they were able to achieve, but that is continuing to be a challenge for many agencies. 

So in terms of the next category, funding, this is both funding for the agency in terms of 
sustaining their program as well as for the clients. So in terms with what was working is that, at 
least among our cohort, they felt like they were able to maintain the rental housing counseling 
program. There was some sustainability, and I think just given the timeline, it was last year when 
there was a lot of funding kind of coming into the agency as well as for clients, not just from 
HUD but from Treasury and other places and some states as well. 

So that was working at that time and then also just being creative about what are some available 
funding sources and identifying those. A lot of folks, again, from a funding standpoint last year 
wanted to help the agency, but also clients were being served throughout this period of time. 
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Rental Housing Counseling: Promising Practices and Lessons Learned 

In terms of challenges, trying to make sure that, while their program was short-term sustainable, 
we know that there are challenges for long-term sustainability of rental housing counseling 
programs. 

Also, agencies in our cohort struggled with competitive salaries for existing staff and retaining 
staff who had the knowledge and the skill base in rental housing counseling. They didn't want to 
lose them to the industry or to another agency. 

And then some of the reporting requirements, they have multiple funding sources. A lot of 
people need those reports. So just keeping up on the reporting requirements and trying to keep 
costs down. 

And then finally, staffing. And we spent a lot of time talking. This was right when folks were 
finishing out their certification by the August 1st, 2021 deadline but also just generally in terms 
of staffing here, on hiring and retaining great staff. 

So our cohort said what worked was offering incentives and additional resources to seasoned 
counselors to make sure that they stayed with the organization long-term and really recognize 
them for those specialized skills. 

Some of the cohorts were saying that they've leaned on other programs, such as the AmeriCorps 
program, schools of social work, and also local colleges and universities who also had some staff 
that they could kind of create a pipeline to make sure that they've got enough people to deliver 
the housing counseling. 

And then finally, there were some challenges. There's always competition in terms of hiring and 
retention. And as Jerry said, thank you all for being certified housing counselors. We know that 
you worked hard for that certification, but to be able to keep those staff, retain -- attract and then 
retain certified housing counselors will continue to be something that we know housing 
counseling agencies will be focused on that are specialized in rental housing counseling. 

And then we know that you have some high turnover of staff within your agency, and you're 
looking at retention. Also, just having a good work-life balance, there's a lot of challenges related 
to that, and as I mentioned, just that continued pipeline of rental housing counselors and then 
recruiting new candidates that are qualified and understands local tenant-landlord law and all the 
requirements in terms of your local court system and everything that goes into rental housing 
counseling. 

So we just wanted to share with you kind of these three categories of lessons learned from this 
cohort. Hopefully, some of these give you insights into what we talked about together, and there 
will be additional resources and other trainings coming out of this communities of practice too, 
just like this webinar will continue this discussion. 
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Rental Housing Counseling: Promising Practices and Lessons Learned 

But as Jerry said, we are so pleased to be here with two of our agencies that worked with us on 
the communities of practice. And at this point, I'm going to turn it over to Joseph Lopez at the 
Spanish Coalition for Housing based in the Chicago land area. Joseph. 

Joseph Lopez:  All right. Good afternoon. Shawna, thank you, and Director Mayer and the HUD 
team, we thank you for the commitment for this innovative initiative and for really bringing 
some practitioners to the table to discuss the opportunities to service in the space of rental 
housing counseling. 

I am Joseph Lopez, the executive director for Spanish Coalition for Housing. I appreciate both 
the innovation of the table of the communities of practice but also an opportunity to get into the 
nuts and bolts of rental housing counseling both in today's market and planning for the future. 

Spanish Coalition for Housing -- next slide, please -- is a HUD certified 501(c)(3) nonprofit 
organization that services Chicago Cook County for nearly 50 years. 2022, this year, marks a 
major milestone as we're celebrating our 50th anniversary servicing the affordable housing needs 
of the region. 

We have a long history in the space of housing counseling, one of the first agencies across the 
country that became HUD certified back in 1972. Fast forward 50 years, we have been able to 
serve, on an annual basis, over 7,000 households across the region through our HUD certified 
housing counseling programs, and we're one of the largest Chicago and Illinois bilingual, which 
is the English and Spanish platform, of service delivery that is based in Chicago, a nonprofit 
HUD certified organization. 

Most recently, we were recognized by the state of Illinois as Illinois' 2018 Housing Counseling 
Agency of the Year. That speaks to the commitments of our highly skilled workforce in the 
housing counseling space but also the opportunities and commitments to grow partnerships and 
to be very thoughtful and strategic about servicing our communities and their ever-changing 
needs in housing. Next slide, please. 

So a bit about our organization in terms of sponsorships -- or I'm sorry -- partnerships. SCH 
operates and partnerships with public and private sectors to include state and local governments. 
It's critical in this current marketplace that partnerships are key, where we see housing 
counseling as a very critical component to individual's ability to sustain and preserve their 
current housing situation. 

I would say no time in American history than the current time where housing is such a critical 
need for many households across our country, and it's no different here in Chicago and across 
Illinois. 

Housing counseling has stepped up in a major way, and we've been able to do that through 
partnerships with state and local governments. That partnerships include our Illinois Health and 
Development Authority, Illinois Department of Human Services, our Illinois Department of 
Commerce, City of Chicago, and the Chicago Housing Authority, as well as Cook County 
governments. 
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Rental Housing Counseling: Promising Practices and Lessons Learned 

Our mission is to provide a comprehensive counseling, education, and housing resources 
necessary for Latinos and the low- to moderate-income families across the Chicago area. We 
develop competence and responsibility meeting their financial needs, but we also look to 
proactively promote additional resources for these populations to ultimately maintain their 
affordable housing situations, as well as achieve opportunities to build wealth for home 
ownership. 

SCH is a major conduit of affordable housing resources for renters, homeowners, small 
landlords, connecting over $28 million annually in public and private investments to create, 
sustain, and preserve affordable housing. I just want to speak a bit more about that point. 

As an organization, we've looked to serve the entire paradigm of housing, from renters on the 
path to homeownership through our pre-purchase and homebuyer education programs, as well as 
to renters looking to sustain their housing and to be successful renters through our rental 
counseling programs. In addition to that, for those existing homeowners, we provide them that 
existing support through our post purchase programs. 

At the end of the day, it's really leveraging resources and really responding to the current market 
changes. And as we've heard at the top of this seminar, the operating within the pandemic has 
required housing counseling organizations across the country to be nimble, to pivot, to 
understand their workforce and the community needs, and really to innovate and be resourceful 
in those areas. Next slide, please. 

So as our -- our overall suite of housing counseling services includes homeowner and landlord 
services. Our landlord services are through our Chicago Bilingual Landlord Association. What 
that service does, provides support to both -- to small landlords, which we call mom-and-pop 
landlords, and then Chicago and Cook 2 to 4-unit properties are really the housing type -- the 
majority housing type across our city and region. So we specialize in supporting both landlords 
and tenants, and our rental counseling is highly robust in that space. 

Financial education and wellness through our financial coaching and literacy programs that 
intersect all of our service lines of housing counseling. Also, during this pandemic and economic 
crisis, we're providing foreclosure prevention counseling. And we have been in this space nearly 
as long as our existence with this, which is a 50-year period. 

We provide the homebuyer education pre-purchase counseling for folks in the path of home 
ownership and wealth building through generational wealth through home ownership. We 
provide post-purchase education and counseling. And as I indicated, our rental counseling, which 
is really the focus of today's discussion and the focus of the communities of practice, has been --
we've been able to develop a very robust line of services on the rental counseling from homeless 
prevention and addiction prevention, connecting utility assistance, emergency funds, as well as 
information about our Chicago Housing Authority programs and services. 
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Rental Housing Counseling: Promising Practices and Lessons Learned 

And all of these lines of service under rental counseling is really dependent on the ability to 
partner with local, state, and philanthropic resources to really deliver that robust service. Next 
slide, please. 

So Spanish Coalition for Housing takes a regional approach across Chicago. We have a north 
region office, as well as a southwest region outreach effort, which is mobile and it stands and we 
provide mobile counseling services. And I'll speak a bit more about that, as well as a southeast 
region office and then connect with not only folks within the city limits but also, as I indicated, 
across Cook County and the suburban markets. 

One of the key pieces of our ability to provide service delivery for rental counseling in our suite 
of comprehensive housing counseling services is our robust service delivery model that includes 
in-person counseling, tele/video housing counseling, as well as telephonic or telephone 
counseling. 

We had to pivot and innovate in a real way during the start of this pandemic. Fast forward, we're 
about two years into it, as we all know, and our commitment was to ensure that we're leveraging 
the technology and resources to maintain accessibility of our services while following local 
public health guidelines. 

So the service model has been a very integral part of our service delivery, and I'll speak a bit 
more in terms of the nuances of that. 

Our ability to do that has been utilizing systems that many of you have been familiar with, from 
Microsoft Teams to Zoom to really convert our group education workshops and rental, our home 
ownership onto a virtual platform and educate our communities on accessing that, to providing 
and operating as a hybrid mode organization, meaning that we do have folks in the office two 
days a week and working remotely two days a week with Fridays alternating in our office 
facilities. 

We developed a robust online kind of remote process and upgraded our information technology 
so folks have the equipment to log in and service our clients remotely and connecting to not only 
our client management system, which is web based, but also directly to our secured servers to 
access critical information about programs and services as well. 

And we've been in the space of telephonic counseling for over a decade. We just ramped up in 
that space. Oftentimes in our communities, not only in Chicago but I'm sure across the country, 
we've seen the technology divide really amplified over these past two years and the technology 
challenges in accessing critical resources. 

So our team has been very intentional about connecting our counseling services through 
telephone counseling and walking through that process, as well as our traditional in-person 
counseling. So we'll continue to do that throughout this pandemic as the region's public health 
situation improves and will, essentially, continue to be highly accessible across our region for 
our services. Next slide, please. 
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Rental Housing Counseling: Promising Practices and Lessons Learned 

So one of the key programs that have been a significant demand has been our emergency 
mortgage and rental assistance program. Part of our ability to connect these vital resources has 
really been to meet the current demand of housing stabilization. And the pandemic has brought 
on an economic crisis in the sense of folks and ability to sustain their housing. 

Here in Chicago, pre-pandemic and into the pandemic, the housing -- the affordable housing 
needs of our region equates a little over 180,000 of affordable housing units that are needed to 
address the demand of affordable housing across Chicago and Cook County. Oftentimes, many 
households across the region are also housing cost burden, spending more than 30% of their 
income on just housing necessities and housing costs. 

So the pandemic has amplified those challenges. And we as an organization have really took the 
lead in connecting with our government partners to leverage emergency assistance through 
various COVID related funds. That includes the American Recovery Plan, the Capital 
Development Block Grants, as well as our -- the CARES funding stream, and our Illinois 
Homeless Prevention Fund. 

So we had about $30,000 in emergency mortgage assistance and $25,000 emergency rental relief 
assistance for eligible households. 

As of today, we continue to partner with State Government to roll out a new round of assistance, 
as many of you may have heard of, which is the Homeowner Assistance Fund. So we're 
leveraging that additional new assistance and connecting to our marketplace in early April as that 
application process opens up here in Illinois. 

Our non-COVID-19 related hardship, despite the pandemic and economic crisis, there has 
always been a consistent need for rental assistance across our region. We were able to leverage 
$12,000 in rental and mortgage assistance, and that's specifically through the State of Illinois' 
Homeless Prevention Program funding. 

Since the pandemic, Spanish Coalition for Housing has counseled over 1600 Illinois households, 
connected emergency assistance to over -- distributing over $10 million in direct assistance to 
stabilize housing for over 4800 individuals. And that has been through our tri-service delivery 
mode of virtual housing counseling, virtual home -- virtual education workshops, as well as in-
person and telephonic counseling. And that mode has been able to allow us to connect and 
deliver this level of assistance over the past 24 months. Next slide, please. 

So one of the key things in terms of lessons learned, as I've heard from colleagues during the 
time of our communities of practice exercise -- and I can't believe it was nine months, but nine 
months of really getting into the nuts and bolts of our experience in our local market, but also 
understanding some of the strategies. And it was a learning -- organic learning process. 

One of the key takeaways we've learned from our service in our market is the importance of 
cross-training our workforce. As you know, we don't operate in a vacuum as a housing 
counseling industry. Housing counseling oftentimes is impacted by the economy that's -- and the 
economy around us both locally and on a regional scale. 
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Rental Housing Counseling: Promising Practices and Lessons Learned 

And so, when times are good, we often see an increase in interest for home ownership and an 
uptick in our region's ability to become first-time homeowners because there's strong economic 
opportunities and conditions that support that type of market. 

When times are bad in terms of economic crises, like we're currently in, you see a huge uptick in 
the need for rental counseling and homeownership preservation. So we pivoted our workforce 
and the importance of cross-training our workforce to understand the delivery system that we've 
activated and develop but also understand the program guidelines. 

Oftentimes, in working with many layers of government, it was critical not only to be at the table 
to help guide those resources in decision making process but also to underscore and understand 
the process and the reporting process and then training our team at -- early on to execute and 
deliver these services on our communities. So cross-training was key. 

We built a pipeline of housing counseling talent to meet the growing service demand. And many 
of you on the call today understand the challenges of not only retaining talent -- talented housing 
counselors but to grow your capacity in that space and meeting the federal guidelines to ensure 
that counseling is provided through a HUD certified counselor, as well as being a HUD certified 
organization. 

So housing counseling is where we essentially look to build that pipeline by educating our 
communities on what a housing counseling career path looks like, develop this onboarding and 
cross-training process within our organization, and really hiring from the communities. 

So it's an education process, working with our local community-based organization networks, 
local universities and colleges, both to promote our open positions as a housing counselor and to 
underscore that we've been able to develop a robust training process for new folks that are 
entering the housing counseling space and to ensure that they are developed in a way where they 
can successfully pass and secure the HUD certification, as well as specialize in a certain area 
which requires us to meet that market demand. 

So what I look at is economic mobility and professional career trajectory as a rental housing 
counselor that is HUD certified. So if you're coming into our organization as a receptionist 
support staff, program support, there's opportunity to build upwards into the professional 
development track of a housing counselor and to provide and take advantage of these specialized 
HUD certification training tracks, as well as specialization tracks such as rental housing 
counseling. 

So we're very intentional about articulating to existing staff as well as new staff our commitment 
to professional development and building that capacity in housing counseling. 

As I mentioned, keep a pulse on local regional markets and demand for housing counseling, as I 
said, is cyclical. So homeless prevention, housing stabilization has peaked, and partnerships are 
key to deliver the service. 

~~~ Noble Transcription Services - 714.335.1645 ~~~ 
10 



     

   
 

      
  

 
 

  
 

 
 

     
   

 
  

 
 

 
 
    

 

 
 
   

 
 

 
 

  
 

   
 

  

  
  
 

 
  

 
 

 
 

   
      

Rental Housing Counseling: Promising Practices and Lessons Learned 

I think with that said, we do have some additional information and -- well, I will wait for the 
Q&A. But one of the things I do want to underscore before I hand it off to Brad Gordon of 
Berkshire Regional Housing Authority is that you'll hear the importance of being resourceful, 
articulating the value added as an organization in this field now is, I think, a critical time for 
housing counseling and the housing counseling industry to really promote and highlight the 
value added and the impact that it has in our region. 

Housing and housing stabilization has been key and we've all played a role in that and really to 
support that -- to support that effort and get out -- connect with those policymakers and funders 
to connect your services and grow your capacity. And with that said, you'll hear a lot more about 
the work that Brad Gordon is doing over at Berkshire County Regional Housing Authority and 
one of my colleagues on the communities that practice. Sir, I'll turn it over to you. 

Brad Gordon:  Thank you, Joseph. Thank you for that introduction. The services provided by the 
Spanish Coalition for Housing are really amazing, and your long history is also very impressive. 

I want to make sure -- okay. So I want to start by thanking our intermediary partner, Citizens 
Housing and Planning Association, also known as CHAPA. They are incredibly supportive, and 
they really have helped housing counseling agencies throughout New England develop 
difference making housing counseling. So just a quick shout out to them. 

I also thought it might be important, after Jerry's description of the Berkshire County Regional 
Housing Authority providing services in the outer ring of Boston, to give a very brief 
geographical or geography lesson in terms of where Berkshire County is and what Berkshire 
County is about. 

So Berkshire County is located in the westernmost part of Massachusetts, and we're bordered to 
the north by Vermont and to the west by New York State and to the south by Connecticut. So 
we're almost not in Massachusetts, and sometimes it feels like that a little bit. 

We are 974 square miles. So we're a very large region. And in fact, it takes as long to get from 
the northern part of the county to the southern part of the county as it does to get from Pittsfield 
to Boston. So it's a very large geographic area. It's comprised of 32 cities and towns, which 
include both very rural areas, suburban areas, and urban areas. And in fact, in some of our urban 
and rural areas, we have -- census tracts in those areas have some of the highest poverty rates in 
the Commonwealth of Massachusetts. And because of that there are related housing stability 
challenges that those households face. 

So again, we are an area that a lot of times people will think of as being primarily rural, but we 
have two communities that really present and generate challenges that would be consistent with 
what you would see in other urban areas. 

So now I'm going to get into talking a little bit about the background of the Berkshire County 
Regional Housing Authority. So we have been a HUD approved housing counseling agency for 
almost two decades. When I came to the organization in 1988 -- that just shows you how old I 
am -- we were more of a traditional housing authority, and what I mean by that is that we were 
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Rental Housing Counseling: Promising Practices and Lessons Learned 

developing some housing, managing some public housing, and we had a small tenant advocacy 
program. 

And over the next decade, we turned that tenant advocacy program into a more robust and 
comprehensive housing counseling program that included services for rental property owners, for 
tenants, and for homeowners. And so, after developing that program and making it more robust, 
it really felt like something that aligned well with the HUD housing counseling programs, and 
we ultimately applied for it. It's been about 20 years, about two decades, as I alluded to, since we 
received our approval. And we're still approved as a local housing counseling agency. 

For over the last 30 years, the Berkshire County Regional Housing Authority has served as the 
region's primary provider of homelessness prevention and housing stability services. And that's 
really relevant to the housing counseling program because, for us -- and I'll get into it in a little 
more detail in a couple of minutes, but for us, the housing counseling program is a real driver in 
terms of promoting both housing stability and preventing homelessness throughout our region. 

We're the only agency approved by the Massachusetts trial courts to provide mediation and 
conciliation services for [inaudible] process eviction cases in Berkshire County, and we are a 
court approved and certified mediation conciliation provider. And so, that's also relevant to our 
housing counseling program because they work in concert, and, in fact, when I describe some of 
the other internal resources we have as an organization, what you're going to see is that a lot of 
these programs are verticals that were spun off from our housing counseling program. 

What we found is that they grew through the housing counseling program, and they ultimately 
needed the kind of support that -- and provided the kind of services that kind of outgrew some of 
the elements of the housing counseling program, yet they needed to work in concert with the 
housing counseling program so that the housing counseling program could be more effective in 
the services that it was providing to the community. 

So we are also in collaboration with the Massachusetts Attorney General's Office, the Consumer 
Protection Agency for the county. So we handle a wide range of consumer issues, providing both 
consumer counseling and mediation services to resolve consumer disputes. Can be such things as 
used automobile issues or contractor issues or credit issues. It's a wide range of consumer issues. 

And again, I will tell you that that aligns well with the housing counseling program because a lot 
of times people are presenting a penumbra or variety, a range of challenges that are destabilizing 
their housing. And when we had the housing counseling program as kind of our sole response to 
these issues and where there weren't adequate external resources, we ended up handling them as 
part of our housing counseling program. 

And ultimately, when you have that wide range of substantive issues, that sometimes isn't the 
most effective way to implement programing and to assist households. And so, again, we would 
spin off programs and have them work in concert or as part of a continuum of services for 
households. 
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Rental Housing Counseling: Promising Practices and Lessons Learned 

Just again, to give you kind of a sense, which you're probably already gathering from the 
information that I'm providing, but the overarching mission of the Berkshire County Regional 
Housing Authority is to promote household, housing, and community stability through the 
provision of a continuum of interrelated service options. Next slide, please. Thank you. 

So I'm going to tick these off, and I want to relate them to the practice of housing counseling. 
And I'm going to start with -- and this is probably something that is a philosophy of most of the 
people that are on this Zoom. 

We believe in housing-centric solutions, and we have a housing-centric view of the universe. 
And what I mean by that is that when people and households face challenges or have issues that 
they're trying to address, whether they be academic attainment or achievement, vocational 
achievement, substance misuse issues, mental health challenges, domestic violence, anything you 
can think of, they're going to be able to tackle those issues in a much more effective manner if 
they have a stable roof over their heads. 

So everything we approach, we approach in that manner. And every partnership that we're 
involved in, whether it be working with the Department of Mental Health or working with the 
Department of Rehabilitation or any of the social service providers in our community, we work 
with them. And what our central theme is is that we've got to make sure that someone has a 
stable roof over their head. 

We really promote early intervention and prevention models, and early intervention and 
prevention models are consistent with the idea of housing counseling. And that's especially 
relevant in what I would describe, and I heard Joseph allude to this, is probably an unprecedented 
housing crisis that we're in that was certainly exacerbated by the pandemic. 

And there -- in our community and across the Commonwealth and across the country, for the 
most part, the housing inventory available to people, especially people that are very low income 
or extremely low income, 50 or 30% of median income, is very limited. And there's -- and that 
creates significant challenges for folks. 

So looping back to this idea of early intervention and prevention, we view the housing 
counseling program as a homelessness prevention program and an early intervention program 
that, if we can get to people and we can help stabilize their housing through housing counseling 
and some of our other internal resources or in combination with other external resources in the 
community, that that really is a homelessness prevention model. And it's a very cost effective 
and humane cost -- homelessness prevention model. 

And if you really think about it, we know that the housing first model for homelessness is the 
best practice. I would posit that this is really one of the best versions of a housing first model. 

So again, housing counseling, the return on investment in terms of preventing homelessness and 
promoting housing stability is probably unmatched in the country. 
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We believe in inclusive programing, and that just means that we're always going to try to find 
some way to serve every population. And so, that is really important to the work that we're 
doing. We take a holistic approach, which is really the other side of housing-centric solutions. 
And that just means that what we're trying to do is look not only at putting a stable roof over 
someone's head but understanding that those issues that I was describing earlier, whether they be 
lack of income or lack of a living wage or mental health issues or any of those kind of issues, 
don't magically go away. 

And so, we work with our community partners to address those issues or through our -- the 
internal resources we have, which includes an intensive case management program with clinical 
resources that works with our housing counseling staff. We're dynamic and creative, and I'll give 
you a quick example of that because I know I'm running short on time. 

We looked at research on scarcity, and we know that the way people process new information 
and how they absorb that information and act on that information really has to be dealt with for 
them to utilize the housing counseling program in the most effective way. And so, we opt to 
provide one-on-one counseling much more than group education because people seem to do 
better and to more effectively use that information. And that's research based. 

We also have looked at housing instability in relation to social determinants to health, and there's 
very good research on how housing instability negatively impacts people's health and their 
mental health. And we've teamed up, and that has really informed us on partnerships with the 
health community, teaming up with the health community to identify early on people that are 
struggling with housing instability. 

We place a premium on client self-sufficiency, and we use a progressive engagement approach. 
And that simply means that everything that we do is assessment driven. So we're assessing what 
people need and we're giving them the -- at the right time and the right -- what we would call 
kind of dosage or just kind of looking at it from a medical model. 

But essentially, we know we don't have infinite resources. And with finite resources, we have to 
give people that need the most intensity the most intensity and people that need less, less 
intensity. Next slide, please. 

So we're going to be going to our progressive engagement chart. I just want to show you this as a 
visual. I think what I want to do -- I don't know if people have the chart in front of them. I think 
it's going to be pulled up. There we go. 

And this is just to give you an example of the progressive engagement model, and I'll go through 
this really quickly and you'll have this in your materials. But the main aspect of this or takeaway 
is that it's an assessment -- everything is assessment and screening informed so that we assess 
people and then we make a determination as to what services they need. And the housing 
counseling program plays a role in all of these services and are integrated into all of these 
services. So I'm going to move on to the next slide because I know I'm short on time. 
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So I want to go through and talk about the services that we provide as an approved housing 
counseling program. Again, as I alluded to earlier, we provide housing counseling to tenants, 
homeowners, and rental property owners. The specific areas that we cover include evictions and 
terminations of tenancies. We provide types of tenancies and security deposit law. And I want to 
just quickly take a step back. 

Massachusetts, in particular, is a highly regulated area both in the consumer realm and in the 
housing realm. And it's fairly dense and, especially for mom-and-pop rental property owners, 
which we have a lot of in Berkshire County, as well as for tenants and some homeowners. It 
really is daunting at times for them to understand a lot of these areas, and we spend a lot of time 
educating them both through our individual counseling primarily and then through some group 
education as well. 

We also do fair housing laws and habitability issues. We provide foreclosure and loss mitigation 
options and soft landings and the full panoply of foreclosure prevention work. 

We also provide housing search and homelessness diversion, which helps households access 
safe, sanitary, and affordable housing, and our housing search component within the 
organization, just to give you a sense, again, of how these programs work internally and work 
together, the housing search for the housing counseling side is really lighter touch, giving people 
information, best practices, how to present as a tenant. The -- our case management side would 
provide more intensity for high barrier households. Next slide, please. 

So I just, again, want to just very quickly go through the list of services that we provide and, 
again, emphasize that most of the services -- the genesis of most of these services was through 
the housing counseling program. So these all were elements of our housing counseling program 
and in many respects were spun off to work in collaboration or in conjunction with our housing 
counseling program. 

And they include our legal counseling program, which works closely with our housing 
counseling program. When I say legal counseling, I'm -- not only am I our executive director but 
our staff attorney as well. So we can provide more technical assistance to households in terms of 
providing some more specific and complex legal counseling services within the organization. 

Again, we provide foreclosure prevention counseling. We have the housing search assistance. 
We have a full consumer services program. We have a full-service dispute resolution center that 
started out as a housing mediation program within the housing counseling program. It now 
includes a wide range of both community-based and core-connected dispute resolution services. 

We implement a program called the Tenancy Preservation Program. And again, this is a program 
that works with households that are at risk of losing their housing because of a development --
because of a disability related issue or substance misuse related issue. And this was a program 
that was spun off from housing counseling. 

We saw, in looking at our data, that about 50% of the households we were working with had a 
disability, and were -- those households needed the kind of intensity that was taking up a 
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disproportionate amount of our housing counselors' time, yet we were not able to serve them as 
effectively as we wanted to, and it was keeping us from working with a larger number of 
households through the housing counseling program. So we spun it off into a case management 
program that works in conjunction with our housing counseling program. 

We also have a homelessness program that works with those individuals, unaffiliated individuals 
that are under the age of 24. So next slide, please. I think that's it. 

So I'm going to turn it back over to Shawna. Thank you, Shawna. 

Shawna LaRue Moraille:  No. Absolutely. And stay on, Brad. 

Thank you all so much for your presentations and sharing the effective work that you're doing in 
both your jurisdictions. I think I'll start. We have a couple minutes for a question or two here. 
And thank you so much, Laurentino and also Rob Weber from HUD, to weigh in on some of 
these questions. 

But for Berkshire, the question is, Brad, for your jurisdiction, has -- being a court approved and 
certified mediation, has this cut down on the cost of the eviction process, the outcomes of 
evictions? Basically, what can you say about that type of work in terms of how you've 
streamlined it? 

Brad Gordon:  Yeah. So yes to both. We constantly are looking at the data and, actually, this is a 
program that during the pandemic was expanded. We were brought in as a consultant for the 
state as part of the state's eviction diversion initiative to address the pandemic because it was so 
effective both from a cost perspective and it has about close to a 70 percent rate of tenancy 
preservation. So we know that it leads to good outcomes for both landlords and tenants because 
tenant retention is a good thing for both tenants and for rental property owners from a cost 
perspective. 

Shawna LaRue Moraille:  Okay. Great. Thank you. And we had a couple questions about 
engaging landlords, and Laurentino assisted us with that question about the Landlord Association 
that Spanish Coalition for Housing is involved with. Would you like to say a couple words about 
that, Joseph? 

Joseph Lopez: Absolutely. So the Landlord Association, we've been in that space for over 20 
years. One of the key things about the success at association is that we're very intentional about 
enhancing the value added to landlords. So whether that's through tenancy and understanding 
their rights as a landlord, understanding the municipal code here in Chicago, both building code 
and our landlord tenant ordinance and how to manage and comply with that, but also ensuring 
and connect them with resources that are available not only to them as property owners for 
property rehab or maintenance but available to their tenants and connecting those vital resources 
to their tenants. 

And during this period of the pandemic, our rental assistance programs funded through CARES 
and federal dollars, as well as state, has been critical to connect those small landlords and their 
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tenants with that critical resource for stabilization. So oftentimes, landlords rely on rental 
payments to make their mortgage payments. And for a mom-and-pop, that's critical, and we're 
intentional about providing that service, both in group education as well as the one-on-one 
counseling. 

Shawna LaRue Moraille:  Okay. Thanks, Joseph. And I was going to ask you the same question, 
Brad. Anything to add? But somebody helped me out by saying, how are you bringing in new 
landlords and working with landlords in your program? Anything to add? 

Brad Gordon:  Yeah. That's a great question. I mean, I think we -- and I started with talking 
about the fact that we were a tenant advocacy program initially. And what we realized is that it 
didn't have nearly the impact that we wanted and that working with landlords allows for a 
systemic impact in the community because every landlord you work with is at least one unit and 
probably many more. 

And we are just seen as a credible resource not only for private landlords but for other housing 
authorities and other housing management companies just by -- there are very few resources out 
there where rental property owners can get free advice and have the kind of technical knowledge 
that we can provide them with. 

Additionally, through our mediation program, we see typically a couple hundred landlords a 
year, and that's another way for landlords to interface with our organization. 

And finally, our Tenancy Preservation Program is really kind of a neutral case management 
program where sometimes landlords are reaching out because they're seeing instability from their 
tenants that are putting the tenancy at risk. And that's another way that they can get linked to our 
housing counseling program. So those are the ways that we operate to bring in new landlords. 

Shawna LaRue Moraille:  Okay. Great. Thank you so much. Lots of questions still coming in. 
Just checking with others, if we can go just quickly five after the hour, maybe grab a couple 
more of the questions here. 

So how do you -- there was some questions about how do you keep tenants engaged so that you 
make sure you realize the outcomes? And again, I mentioned that you're -- you were part of this 
cohort for Rental Housing Counseling All Stars because you had high outcomes in [inaudible] 
02. So how do you keep them engaged? How do you get to the outcome stage? And question for 
both of you. I would love to hear what your thoughts are on that. 

Brad Gordon:  So I'll go first. So for us, we do some either follow up, usually a follow-up call at 
three and six months, if we're not actively engaged with them. So if we're reporting that we're 
able to maintain a tenancy or something along those lines as an outcome, we want to see how 
that is working. 

Sometimes, frankly -- I'll be honest with you -- the hit rate on those is not always great, and I 
would distinguish it from our -- for example, from our Tenancy Preservation Program, where it's 
much more -- a much more intensive kind of interaction. 
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Housing counseling is a little bit lighter touch. So sometimes those outcomes are a point in time. 
If we're working with someone and they're facing an eviction, for example, and we're able to, 
through the housing counseling program, resolve that issue, that at that point in time, we're 
reporting it as a resolution of that eviction or maintained housing or tenancy preservation. 

So it -- again, a lot of times people will also interact with you as an agency because they work 
with you over a number of years. And that's another way to keep that engagement going as well 
because they see you as a valuable resource. 

Joseph Lopez:  All right. And I would echo much of what Brad had just said. I think one of the 
key things is the point of consistency with engagement really is relying on that trust factor at the 
front end. 

We -- our team really works to, what I like to call, manage the expectations of our community. 
So as folks come in dealing with a housing crisis or a need -- or need to access housing services, 
particularly in our rental program, we do that exhaustive assessment to look at the entire 
spectrum of support resources that we have available to -- for them through rental assistance, 
utility assistance, but also financial education. 

And if they need additional assistance, whether it's beyond our direct service delivery, we have a 
network of partners that can provide that additional assistance from food pantries to job 
placement, workforce development opportunities as well. So we're very intentional about adding 
that value and then connecting with folks. 

And we do do that 30-day, 60-day follow up with households. We've been fortunate enough to 
keep them engaged through our -- what I like to call our multi-communication channel. So at the 
point of engagement with counselors, that's their essential initial engagement. We connect via 
our phone follow up, our check-in call. We also keep them engaged in our basic program 
announcements, ensuring ongoing programs and services that are available to the community. 
And that engagement is through our e-newsletter or direct mail as well. 

Shawna LaRue Moraille:  Okay. Great. All right. Thank you both so much. Those are both very 
helpful answers. 

I'll just recap two other questions that were more common in the questions box before I turn it 
back to Olivia. You guys have asked a lot of great questions. 

So there is -- there was a question that came in about how there's a bunch of different rental 
topics that are in the handbook, and folks thought that they had to cover all nine. And that's not 
necessary. It's really about looking at the housing goals that the client has and how to best 
achieve those housing goals through various outcomes. So you have options in terms of 
designing your rental housing counseling program. Some folks just choose to just deliver 
eviction prevention as one of those topics. So thanks for that. 
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And then we do know that the ERAP program through Treasury that's been funding a lot of rent 
and utility assistance, some of the applications are already -- a lot of the funding has dried up. 
We do recommend that you check with your community development organization at your city 
or county. They might have Community Development Block Grant CARES Act funding that can 
be used for rent and utility assistance. 

And then I think that you heard from Joseph that they have been able to leverage some of the 
homeless program funds as well to serve their clients through the Emergency Solutions Grant. 
Also, has some CARES ACT funding. 

So we wish we could get to more of your questions, but we'll have to continue this discussion 
another day. But just wanted to say thanks to Joseph and Brad. Thank you so much for sharing 
all of your rich background and service delivery with us today. Olivia, close us out. 

Olivia Healey:  Thank you. Yeah. As noted today with Shawna, Brad, and Joseph and all the 
expertise that we were able to host robust conversations with all the other agencies that were part 
of this community of practice, wealth of knowledge and experiences and guidance that they were 
able to give today. So could I second the thank you, and appreciate your participation? 

Always aimed at kind of next steps and what you guys can do to further your education after 
today's session. Definitely review all of the best practices and advice given throughout, even 
during the robust Q&A at the end. 

We also have all of these links that are very well detailed resources, especially noting the rental 
housing counseling and eviction prevention page that we do have on the housing counseling 
website on HUD Exchange. 

You're also able to reach out via email to HUD for any housing counseling agency or counselor 
specific questions. And then if you need additional technical assistance, there's an email for that 
as well. 

We want to thank you for attending. We've opened a last Mentimeter question leveraging more 
on the, what are you going to do after today's session? So if you haven't had an opportunity of 
what your next steps are, definitely let us know and recommend all of these as an effective next 
step. I hope you have a wonderful afternoon, and thanks for sticking with us. Bye, guys. 

(END) 
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	Olivia Healey:  Good morning and good afternoon. My name is Olivia Healey, and I'm happy to introduce us to our session today, the "Rental Housing Counseling: Promising Practices and Lessons Learned." 
	Before we get started with today's content, let's review some logistical components. Participants have been joined in a listen only mode and are asked to submit any technical questions into the chat box located at the bottom of the screen. 
	At the end of our presentation, we have time set aside to go through any Q&A that you guys have throughout today's session. So please feel free to submit any content related questions into the Q&A box, and we'll be happy to answer those throughout the session via the Q&A box and verbally at the end of our session. 
	Materials have been posted on the HUD Exchange prior to today's session, and the recording and transcript will be posted in coming days after today's session. We've provided a link so you can access those materials within the chat box. 
	If you are a common participant of our Office of Housing Counselor webinars, this is a newer process that we've added in for you guys to access a certificate after receiving -- after attending today's webinar. So please take note of this, if the certificate provides you the needed documentation for today's session. 
	The Housing Counseling Training Digest is a wonderful resource for all housing counselors and housing counseling agency employees and provides constant updates about training opportunities that are available to you. Sponsored by HUD and our training partners. And I would like to take some time to note two additional training opportunities that would benefit the attendees that have chosen to join today's session. 
	So at the end of April we'll soon be announcing a legal services focused webinar that will help guide agencies to receive important tips and strategies for incorporating legal services into their rental eviction prevention counseling programs. 
	And then we've recently also sent out a save the date for our upcoming May conference entitled Serving Communities Through Housing Counsel -- sorry -- Serving Communities Through Housing Counseling. This is a joint effort between HUD's Office of Housing Counseling, the Community Planning and Development, and Field Policy and Management to bring together all of the resources that these programs provide and contextualize it for housing counseling agencies and the programing that exists under all of those offices. And this will help support the vulnerable populations, protected classes, and underserved communities and builds relationships among all these programs at the local and state level. So again, make sure you keep up to date with all of the training opportunities through our Training Digest. 
	Mentimeter is a common polling software we like to use during these webinars, and have a few introductory questions that we'd like to go through with you guys today to understand our audience a bit better and tailor the message for today's conversation. In the chat box we'll be posting the link for you to join our Mentimeter, and then you can also use the website menti.com and the code provided at the top. 
	Give a few more moments for others to join us. 
	Our first question that we have for you today is, what type of rental housing counseling do you provide? So this is what you're currently providing at your organization. 
	So it seems like a lot of our responses are all rental housing counseling topics, some that aren't providing rental housing counseling at this time, and some solely focused on eviction prevention. It's great to see this number growing and responding to an increase in recent years. 
	The second question that we have is, what kind of market do you currently serve? So these are the type of client markets that your agency aims to serve, and we've defined hybrid as one or more of these areas. So that can be any combination of rural and urban, rural/suburban, urban/suburban. And noting that different markets have different needs and we can tailor our response differently. 
	So it looks like the majority of individuals on today's call are serving a hybrid market. Okay. Thank you for your response there. 
	I am delighted to introduce Jerrold Mayer for an introductory to our session before we get into the content.
	Jerrold Mayer:  Well, thank you, Olivia, and welcome, everybody, to today's HUD webinar on Rental Housing Counseling: Promising Practices and Lessons Learned. Thank you to all the HUD certified housing counselors and to the agency executives and managers and counseling staff who are also joining us to learn more about rental housing counseling.
	During the pandemic, HUD's participating housing counseling agencies are being called upon more and more to help families facing eviction. We hope that today's program will help build up the capacity of housing counseling agencies to assist rental clients by sharing rental housing counseling information, experiences, and best practices. Next slide, please. 
	I'm pleased to introduce Shawna LaRue Moraille, who is a director with ICF, our national technical assistance provider. Shawna has led the ICF project team that has developed new rental counseling resources and webinars and has facilitated the first ever Rental Communities of Practice for HUD's Office of Housing Counseling. 
	Shawna is also joined here by Olivia Healey, who is also from ICF and who has also supported HUD's efforts to assist housing counselors build up capacity in rental housing counseling over the past two years. 
	We are also fortunate to have two members of the communities of practice here with us today. First, Joseph Lopez, executive director of the Spanish Coalition for Housing. They are based in Chicago, and they provide rental housing counseling for the most vulnerable populations. 
	Also, Brad Gordon, who is the executive director of the Berkshire Regional Housing Authority. They are a nontraditional housing counseling authority, and they will work in the outer ring of the Boston area. Next slide, please. 
	We'll begin with the discussion of HUD rental housing communities of practice project that has gathered rental focused housing counseling agencies together. HUD wanted to see what we could learn and then share from these industry leader agencies. 
	We'll hear from Joseph about the key characteristics of successful rental housing counseling delivery, as well as successful partnerships and resources. And then finally, Brad will discuss the integration of rental housing counseling into their range of housing services. 
	And now, I'll hand the mic over to Shawna to take us through the rest of the program.
	Shawna LaRue Moraille:  Thank you so much, Jerry, and appreciate everyone being here with us today. As Jerry mentioned, we were able and fortunate to lead HUD's Office of Housing Counseling's first communities of practice, which is a peer-led initiative, and it is a way to create a cohort of practitioners who can discuss any issues or challenges, and in this case, looking at rental housing counseling, which for some agencies, as Jerry mentioned, is a newer service. 
	We -- the ICF team had two amazing facilitators throughout our nine months together, Sid Alvarado and Rachael Laurilliard, as well as a larger team of experts. Olivia, you've already met, is an expert in Mural, which is a virtual sticky note software, and also Allie Whitenack. So a couple of these folks are not here with us today, but ICF had a larger team working with a number of different housing counseling agencies to bring this particular type of service to HUD but also these lessons learned that I'll talk through today. 
	So the group branded themselves Rental Counseling All Stars. I believe we had some sports fans who voted for that. We engaged 13 local housing counseling agencies across the country. We thought that this map would give you a good sense as to the rural areas, the urban areas, the suburban areas that were represented. There was even a housing counseling agency from my mother's hometown in Marion, Indiana.
	And we met over the course of nine months from April to December of 2021, and what we were able to do as facilitators is to work with agencies such as Brad and Joseph, that you'll hear from in this presentation. But we captured their lessons learned, and they're on three different categories, which I'll talk about in the next couple of slides. 
	So the first one is that we learned a lot of lessons from our cohort of agencies around service delivery, and we know many of you who are housing counseling agencies that do direct services that are here with us today would want to know more about what was working for these agencies and then also some of the challenges. So I'm going to pick out a couple of things to highlight today. 
	So there was a lot of what was working around communication. I think that was one thing that, as folks found a different way to communicate amid the pandemic, in particular, they were able to foster community partners and make a lot of referrals across their program. 
	They were also able to use their training team members that were dedicated to different parts of their program, really dedicate those staff members to training others in terms of service delivery for rental housing counseling. 
	There was a lot of reorganizing. I'm sure this will ring true with many of you. Lots of reorganizing staff, training each other up, make sure that those that were doing pre-purchase or some other type of service really were trained on everything they need to know about rental housing counseling in terms of tenant landlord requirements, what happens in terms of the court process keeping people away from imminent eviction. 
	And then also, what also worked is establishing and maintaining all the working relationships with local landlords to help, again, back up and make sure that before anything gets worse for a rental client, they were able to work through some of those issues through housing counseling.
	Some of the challenges is that there was a lot of demand for the services. We chose working with local housing counseling agencies first to be our first communities of practice because we wanted to find out how they were doing in terms of the demand, how were they balancing both what was going on with them personally amid the pandemic but also what was going on in terms of their staffing and how they were able to stay on top of that. So there was a lot of demand, and that certainly was outpacing a lot of the staffing. 
	There was challenges lacking funding for training new housing counselors in rental in particular, doing some of that mentoring. 
	There was also challenges just keeping up with tenants and applicants. I'm sure this rings true for many of you on the phone, as well as just following up with clients in terms of follow up. So I know all of you are doing your best to follow up with all your clients to find out what sort of outcomes they were able to achieve, but that is continuing to be a challenge for many agencies. 
	So in terms of the next category, funding, this is both funding for the agency in terms of sustaining their program as well as for the clients. So in terms with what was working is that, at least among our cohort, they felt like they were able to maintain the rental housing counseling program. There was some sustainability, and I think just given the timeline, it was last year when there was a lot of funding kind of coming into the agency as well as for clients, not just from HUD but from Treasury and other places and some states as well. 
	So that was working at that time and then also just being creative about what are some available funding sources and identifying those. A lot of folks, again, from a funding standpoint last year wanted to help the agency, but also clients were being served throughout this period of time.
	In terms of challenges, trying to make sure that, while their program was short-term sustainable, we know that there are challenges for long-term sustainability of rental housing counseling programs.
	Also, agencies in our cohort struggled with competitive salaries for existing staff and retaining staff who had the knowledge and the skill base in rental housing counseling. They didn't want to lose them to the industry or to another agency. 
	And then some of the reporting requirements, they have multiple funding sources. A lot of people need those reports. So just keeping up on the reporting requirements and trying to keep costs down. 
	And then finally, staffing. And we spent a lot of time talking. This was right when folks were finishing out their certification by the August 1st, 2021 deadline but also just generally in terms of staffing here, on hiring and retaining great staff. 
	So our cohort said what worked was offering incentives and additional resources to seasoned counselors to make sure that they stayed with the organization long-term and really recognize them for those specialized skills. 
	Some of the cohorts were saying that they've leaned on other programs, such as the AmeriCorps program, schools of social work, and also local colleges and universities who also had some staff that they could kind of create a pipeline to make sure that they've got enough people to deliver the housing counseling. 
	And then finally, there were some challenges. There's always competition in terms of hiring and retention. And as Jerry said, thank you all for being certified housing counselors. We know that you worked hard for that certification, but to be able to keep those staff, retain -- attract and then retain certified housing counselors will continue to be something that we know housing counseling agencies will be focused on that are specialized in rental housing counseling. 
	And then we know that you have some high turnover of staff within your agency, and you're looking at retention. Also, just having a good work-life balance, there's a lot of challenges related to that, and as I mentioned, just that continued pipeline of rental housing counselors and then recruiting new candidates that are qualified and understands local tenant-landlord law and all the requirements in terms of your local court system and everything that goes into rental housing counseling. 
	So we just wanted to share with you kind of these three categories of lessons learned from this cohort. Hopefully, some of these give you insights into what we talked about together, and there will be additional resources and other trainings coming out of this communities of practice too, just like this webinar will continue this discussion. 
	But as Jerry said, we are so pleased to be here with two of our agencies that worked with us on the communities of practice. And at this point, I'm going to turn it over to Joseph Lopez at the Spanish Coalition for Housing based in the Chicago land area. Joseph.
	Joseph Lopez:  All right. Good afternoon. Shawna, thank you, and Director Mayer and the HUD team, we thank you for the commitment for this innovative initiative and for really bringing some practitioners to the table to discuss the opportunities to service in the space of rental housing counseling. 
	I am Joseph Lopez, the executive director for Spanish Coalition for Housing. I appreciate both the innovation of the table of the communities of practice but also an opportunity to get into the nuts and bolts of rental housing counseling both in today's market and planning for the future. 
	Spanish Coalition for Housing -- next slide, please -- is a HUD certified 501(c)(3) nonprofit organization that services Chicago Cook County for nearly 50 years. 2022, this year, marks a major milestone as we're celebrating our 50th anniversary servicing the affordable housing needs of the region. 
	We have a long history in the space of housing counseling, one of the first agencies across the country that became HUD certified back in 1972. Fast forward 50 years, we have been able to serve, on an annual basis, over 7,000 households across the region through our HUD certified housing counseling programs, and we're one of the largest Chicago and Illinois bilingual, which is the English and Spanish platform, of service delivery that is based in Chicago, a nonprofit HUD certified organization. 
	Most recently, we were recognized by the state of Illinois as Illinois' 2018 Housing Counseling Agency of the Year. That speaks to the commitments of our highly skilled workforce in the housing counseling space but also the opportunities and commitments to grow partnerships and to be very thoughtful and strategic about servicing our communities and their ever-changing needs in housing. Next slide, please. 
	So a bit about our organization in terms of sponsorships -- or I'm sorry -- partnerships. SCH operates and partnerships with public and private sectors to include state and local governments. It's critical in this current marketplace that partnerships are key, where we see housing counseling as a very critical component to individual's ability to sustain and preserve their current housing situation. 
	I would say no time in American history than the current time where housing is such a critical need for many households across our country, and it's no different here in Chicago and across Illinois. 
	Housing counseling has stepped up in a major way, and we've been able to do that through partnerships with state and local governments. That partnerships include our Illinois Health and Development Authority, Illinois Department of Human Services, our Illinois Department of Commerce, City of Chicago, and the Chicago Housing Authority, as well as Cook County governments. 
	Our mission is to provide a comprehensive counseling, education, and housing resources necessary for Latinos and the low- to moderate-income families across the Chicago area. We develop competence and responsibility meeting their financial needs, but we also look to proactively promote additional resources for these populations to ultimately maintain their affordable housing situations, as well as achieve opportunities to build wealth for home ownership. 
	SCH is a major conduit of affordable housing resources for renters, homeowners, small landlords, connecting over $28 million annually in public and private investments to create, sustain, and preserve affordable housing. I just want to speak a bit more about that point. 
	As an organization, we've looked to serve the entire paradigm of housing, from renters on the path to homeownership through our pre-purchase and homebuyer education programs, as well as to renters looking to sustain their housing and to be successful renters through our rental counseling programs. In addition to that, for those existing homeowners, we provide them that existing support through our post purchase programs. 
	At the end of the day, it's really leveraging resources and really responding to the current market changes. And as we've heard at the top of this seminar, the operating within the pandemic has required housing counseling organizations across the country to be nimble, to pivot, to understand their workforce and the community needs, and really to innovate and be resourceful in those areas. Next slide, please. 
	So as our -- our overall suite of housing counseling services includes homeowner and landlord services. Our landlord services are through our Chicago Bilingual Landlord Association. What that service does, provides support to both -- to small landlords, which we call mom-and-pop landlords, and then Chicago and Cook 2 to 4-unit properties are really the housing type -- the majority housing type across our city and region. So we specialize in supporting both landlords and tenants, and our rental counseling is highly robust in that space.
	Financial education and wellness through our financial coaching and literacy programs that intersect all of our service lines of housing counseling. Also, during this pandemic and economic crisis, we're providing foreclosure prevention counseling. And we have been in this space nearly as long as our existence with this, which is a 50-year period.
	We provide the homebuyer education pre-purchase counseling for folks in the path of home ownership and wealth building through generational wealth through home ownership. We provide post-purchase education and counseling. And as I indicated, our rental counseling, which is really the focus of today's discussion and the focus of the communities of practice, has been -- we've been able to develop a very robust line of services on the rental counseling from homeless prevention and addiction prevention, connecting utility assistance, emergency funds, as well as information about our Chicago Housing Authority programs and services. 
	And all of these lines of service under rental counseling is really dependent on the ability to partner with local, state, and philanthropic resources to really deliver that robust service. Next slide, please. 
	So Spanish Coalition for Housing takes a regional approach across Chicago. We have a north region office, as well as a southwest region outreach effort, which is mobile and it stands and we provide mobile counseling services. And I'll speak a bit more about that, as well as a southeast region office and then connect with not only folks within the city limits but also, as I indicated, across Cook County and the suburban markets.
	One of the key pieces of our ability to provide service delivery for rental counseling in our suite of comprehensive housing counseling services is our robust service delivery model that includes in-person counseling, tele/video housing counseling, as well as telephonic or telephone counseling. 
	We had to pivot and innovate in a real way during the start of this pandemic. Fast forward, we're about two years into it, as we all know, and our commitment was to ensure that we're leveraging the technology and resources to maintain accessibility of our services while following local public health guidelines. 
	So the service model has been a very integral part of our service delivery, and I'll speak a bit more in terms of the nuances of that. 
	Our ability to do that has been utilizing systems that many of you have been familiar with, from Microsoft Teams to Zoom to really convert our group education workshops and rental, our home ownership onto a virtual platform and educate our communities on accessing that, to providing and operating as a hybrid mode organization, meaning that we do have folks in the office two days a week and working remotely two days a week with Fridays alternating in our office facilities.
	We developed a robust online kind of remote process and upgraded our information technology so folks have the equipment to log in and service our clients remotely and connecting to not only our client management system, which is web based, but also directly to our secured servers to access critical information about programs and services as well.
	And we've been in the space of telephonic counseling for over a decade. We just ramped up in that space. Oftentimes in our communities, not only in Chicago but I'm sure across the country, we've seen the technology divide really amplified over these past two years and the technology challenges in accessing critical resources. 
	So our team has been very intentional about connecting our counseling services through telephone counseling and walking through that process, as well as our traditional in-person counseling. So we'll continue to do that throughout this pandemic as the region's public health situation improves and will, essentially, continue to be highly accessible across our region for our services. Next slide, please. 
	So one of the key programs that have been a significant demand has been our emergency mortgage and rental assistance program. Part of our ability to connect these vital resources has really been to meet the current demand of housing stabilization. And the pandemic has brought on an economic crisis in the sense of folks and ability to sustain their housing.
	Here in Chicago, pre-pandemic and into the pandemic, the housing -- the affordable housing needs of our region equates a little over 180,000 of affordable housing units that are needed to address the demand of affordable housing across Chicago and Cook County. Oftentimes, many households across the region are also housing cost burden, spending more than 30% of their income on just housing necessities and housing costs.
	So the pandemic has amplified those challenges. And we as an organization have really took the lead in connecting with our government partners to leverage emergency assistance through various COVID related funds. That includes the American Recovery Plan, the Capital Development Block Grants, as well as our -- the CARES funding stream, and our Illinois Homeless Prevention Fund. 
	So we had about $30,000 in emergency mortgage assistance and $25,000 emergency rental relief assistance for eligible households. 
	As of today, we continue to partner with State Government to roll out a new round of assistance, as many of you may have heard of, which is the Homeowner Assistance Fund. So we're leveraging that additional new assistance and connecting to our marketplace in early April as that application process opens up here in Illinois. 
	Our non-COVID-19 related hardship, despite the pandemic and economic crisis, there has always been a consistent need for rental assistance across our region. We were able to leverage $12,000 in rental and mortgage assistance, and that's specifically through the State of Illinois' Homeless Prevention Program funding. 
	Since the pandemic, Spanish Coalition for Housing has counseled over 1600 Illinois households, connected emergency assistance to over -- distributing over $10 million in direct assistance to stabilize housing for over 4800 individuals. And that has been through our tri-service delivery mode of virtual housing counseling, virtual home -- virtual education workshops, as well as in-person and telephonic counseling. And that mode has been able to allow us to connect and deliver this level of assistance over the past 24 months. Next slide, please.
	So one of the key things in terms of lessons learned, as I've heard from colleagues during the time of our communities of practice exercise -- and I can't believe it was nine months, but nine months of really getting into the nuts and bolts of our experience in our local market, but also understanding some of the strategies. And it was a learning -- organic learning process. 
	One of the key takeaways we've learned from our service in our market is the importance of cross-training our workforce. As you know, we don't operate in a vacuum as a housing counseling industry. Housing counseling oftentimes is impacted by the economy that's -- and the economy around us both locally and on a regional scale. 
	And so, when times are good, we often see an increase in interest for home ownership and an uptick in our region's ability to become first-time homeowners because there's strong economic opportunities and conditions that support that type of market. 
	When times are bad in terms of economic crises, like we're currently in, you see a huge uptick in the need for rental counseling and homeownership preservation. So we pivoted our workforce and the importance of cross-training our workforce to understand the delivery system that we've activated and develop but also understand the program guidelines.
	Oftentimes, in working with many layers of government, it was critical not only to be at the table to help guide those resources in decision making process but also to underscore and understand the process and the reporting process and then training our team at -- early on to execute and deliver these services on our communities. So cross-training was key. 
	We built a pipeline of housing counseling talent to meet the growing service demand. And many of you on the call today understand the challenges of not only retaining talent -- talented housing counselors but to grow your capacity in that space and meeting the federal guidelines to ensure that counseling is provided through a HUD certified counselor, as well as being a HUD certified organization. 
	So housing counseling is where we essentially look to build that pipeline by educating our communities on what a housing counseling career path looks like, develop this onboarding and cross-training process within our organization, and really hiring from the communities. 
	So it's an education process, working with our local community-based organization networks, local universities and colleges, both to promote our open positions as a housing counselor and to underscore that we've been able to develop a robust training process for new folks that are entering the housing counseling space and to ensure that they are developed in a way where they can successfully pass and secure the HUD certification, as well as specialize in a certain area which requires us to meet that market demand. 
	So what I look at is economic mobility and professional career trajectory as a rental housing counselor that is HUD certified. So if you're coming into our organization as a receptionist support staff, program support, there's opportunity to build upwards into the professional development track of a housing counselor and to provide and take advantage of these specialized HUD certification training tracks, as well as specialization tracks such as rental housing counseling.
	So we're very intentional about articulating to existing staff as well as new staff our commitment to professional development and building that capacity in housing counseling. 
	As I mentioned, keep a pulse on local regional markets and demand for housing counseling, as I said, is cyclical. So homeless prevention, housing stabilization has peaked, and partnerships are key to deliver the service. 
	I think with that said, we do have some additional information and -- well, I will wait for the Q&A. But one of the things I do want to underscore before I hand it off to Brad Gordon of Berkshire Regional Housing Authority is that you'll hear the importance of being resourceful, articulating the value added as an organization in this field now is, I think, a critical time for housing counseling and the housing counseling industry to really promote and highlight the value added and the impact that it has in our region.
	Housing and housing stabilization has been key and we've all played a role in that and really to support that -- to support that effort and get out -- connect with those policymakers and funders to connect your services and grow your capacity. And with that said, you'll hear a lot more about the work that Brad Gordon is doing over at Berkshire County Regional Housing Authority and one of my colleagues on the communities that practice. Sir, I'll turn it over to you.
	Brad Gordon:  Thank you, Joseph. Thank you for that introduction. The services provided by the Spanish Coalition for Housing are really amazing, and your long history is also very impressive. 
	I want to make sure -- okay. So I want to start by thanking our intermediary partner, Citizens Housing and Planning Association, also known as CHAPA. They are incredibly supportive, and they really have helped housing counseling agencies throughout New England develop difference making housing counseling. So just a quick shout out to them. 
	I also thought it might be important, after Jerry's description of the Berkshire County Regional Housing Authority providing services in the outer ring of Boston, to give a very brief geographical or geography lesson in terms of where Berkshire County is and what Berkshire County is about. 
	So Berkshire County is located in the westernmost part of Massachusetts, and we're bordered to the north by Vermont and to the west by New York State and to the south by Connecticut. So we're almost not in Massachusetts, and sometimes it feels like that a little bit. 
	We are 974 square miles. So we're a very large region. And in fact, it takes as long to get from the northern part of the county to the southern part of the county as it does to get from Pittsfield to Boston. So it's a very large geographic area. It's comprised of 32 cities and towns, which include both very rural areas, suburban areas, and urban areas. And in fact, in some of our urban and rural areas, we have -- census tracts in those areas have some of the highest poverty rates in the Commonwealth of Massachusetts. And because of that there are related housing stability challenges that those households face. 
	So again, we are an area that a lot of times people will think of as being primarily rural, but we have two communities that really present and generate challenges that would be consistent with what you would see in other urban areas. 
	So now I'm going to get into talking a little bit about the background of the Berkshire County Regional Housing Authority. So we have been a HUD approved housing counseling agency for almost two decades. When I came to the organization in 1988 -- that just shows you how old I am -- we were more of a traditional housing authority, and what I mean by that is that we were developing some housing, managing some public housing, and we had a small tenant advocacy program. 
	And over the next decade, we turned that tenant advocacy program into a more robust and comprehensive housing counseling program that included services for rental property owners, for tenants, and for homeowners. And so, after developing that program and making it more robust, it really felt like something that aligned well with the HUD housing counseling programs, and we ultimately applied for it. It's been about 20 years, about two decades, as I alluded to, since we received our approval. And we're still approved as a local housing counseling agency.
	For over the last 30 years, the Berkshire County Regional Housing Authority has served as the region's primary provider of homelessness prevention and housing stability services. And that's really relevant to the housing counseling program because, for us -- and I'll get into it in a little more detail in a couple of minutes, but for us, the housing counseling program is a real driver in terms of promoting both housing stability and preventing homelessness throughout our region. 
	We're the only agency approved by the Massachusetts trial courts to provide mediation and conciliation services for [inaudible] process eviction cases in Berkshire County, and we are a court approved and certified mediation conciliation provider. And so, that's also relevant to our housing counseling program because they work in concert, and, in fact, when I describe some of the other internal resources we have as an organization, what you're going to see is that a lot of these programs are verticals that were spun off from our housing counseling program. 
	What we found is that they grew through the housing counseling program, and they ultimately needed the kind of support that -- and provided the kind of services that kind of outgrew some of the elements of the housing counseling program, yet they needed to work in concert with the housing counseling program so that the housing counseling program could be more effective in the services that it was providing to the community.
	So we are also in collaboration with the Massachusetts Attorney General's Office, the Consumer Protection Agency for the county. So we handle a wide range of consumer issues, providing both consumer counseling and mediation services to resolve consumer disputes. Can be such things as used automobile issues or contractor issues or credit issues. It's a wide range of consumer issues. 
	And again, I will tell you that that aligns well with the housing counseling program because a lot of times people are presenting a penumbra or variety, a range of challenges that are destabilizing their housing. And when we had the housing counseling program as kind of our sole response to these issues and where there weren't adequate external resources, we ended up handling them as part of our housing counseling program. 
	And ultimately, when you have that wide range of substantive issues, that sometimes isn't the most effective way to implement programing and to assist households. And so, again, we would spin off programs and have them work in concert or as part of a continuum of services for households. 
	Just again, to give you kind of a sense, which you're probably already gathering from the information that I'm providing, but the overarching mission of the Berkshire County Regional Housing Authority is to promote household, housing, and community stability through the provision of a continuum of interrelated service options. Next slide, please. Thank you. 
	So I'm going to tick these off, and I want to relate them to the practice of housing counseling. And I'm going to start with -- and this is probably something that is a philosophy of most of the people that are on this Zoom. 
	We believe in housing-centric solutions, and we have a housing-centric view of the universe. And what I mean by that is that when people and households face challenges or have issues that they're trying to address, whether they be academic attainment or achievement, vocational achievement, substance misuse issues, mental health challenges, domestic violence, anything you can think of, they're going to be able to tackle those issues in a much more effective manner if they have a stable roof over their heads. 
	So everything we approach, we approach in that manner. And every partnership that we're involved in, whether it be working with the Department of Mental Health or working with the Department of Rehabilitation or any of the social service providers in our community, we work with them. And what our central theme is is that we've got to make sure that someone has a stable roof over their head. 
	We really promote early intervention and prevention models, and early intervention and prevention models are consistent with the idea of housing counseling. And that's especially relevant in what I would describe, and I heard Joseph allude to this, is probably an unprecedented housing crisis that we're in that was certainly exacerbated by the pandemic. 
	And there -- in our community and across the Commonwealth and across the country, for the most part, the housing inventory available to people, especially people that are very low income or extremely low income, 50 or 30% of median income, is very limited. And there's -- and that creates significant challenges for folks. 
	So looping back to this idea of early intervention and prevention, we view the housing counseling program as a homelessness prevention program and an early intervention program that, if we can get to people and we can help stabilize their housing through housing counseling and some of our other internal resources or in combination with other external resources in the community, that that really is a homelessness prevention model. And it's a very cost effective and humane cost -- homelessness prevention model. 
	And if you really think about it, we know that the housing first model for homelessness is the best practice. I would posit that this is really one of the best versions of a housing first model. 
	So again, housing counseling, the return on investment in terms of preventing homelessness and promoting housing stability is probably unmatched in the country. 
	We believe in inclusive programing, and that just means that we're always going to try to find some way to serve every population. And so, that is really important to the work that we're doing. We take a holistic approach, which is really the other side of housing-centric solutions. And that just means that what we're trying to do is look not only at putting a stable roof over someone's head but understanding that those issues that I was describing earlier, whether they be lack of income or lack of a living wage or mental health issues or any of those kind of issues, don't magically go away. 
	And so, we work with our community partners to address those issues or through our -- the internal resources we have, which includes an intensive case management program with clinical resources that works with our housing counseling staff. We're dynamic and creative, and I'll give you a quick example of that because I know I'm running short on time. 
	We looked at research on scarcity, and we know that the way people process new information and how they absorb that information and act on that information really has to be dealt with for them to utilize the housing counseling program in the most effective way. And so, we opt to provide one-on-one counseling much more than group education because people seem to do better and to more effectively use that information. And that's research based.
	We also have looked at housing instability in relation to social determinants to health, and there's very good research on how housing instability negatively impacts people's health and their mental health. And we've teamed up, and that has really informed us on partnerships with the health community, teaming up with the health community to identify early on people that are struggling with housing instability. 
	We place a premium on client self-sufficiency, and we use a progressive engagement approach. And that simply means that everything that we do is assessment driven. So we're assessing what people need and we're giving them the -- at the right time and the right -- what we would call kind of dosage or just kind of looking at it from a medical model. 
	But essentially, we know we don't have infinite resources. And with finite resources, we have to give people that need the most intensity the most intensity and people that need less, less intensity. Next slide, please. 
	So we're going to be going to our progressive engagement chart. I just want to show you this as a visual. I think what I want to do -- I don't know if people have the chart in front of them. I think it's going to be pulled up. There we go. 
	And this is just to give you an example of the progressive engagement model, and I'll go through this really quickly and you'll have this in your materials. But the main aspect of this or takeaway is that it's an assessment -- everything is assessment and screening informed so that we assess people and then we make a determination as to what services they need. And the housing counseling program plays a role in all of these services and are integrated into all of these services. So I'm going to move on to the next slide because I know I'm short on time. 
	So I want to go through and talk about the services that we provide as an approved housing counseling program. Again, as I alluded to earlier, we provide housing counseling to tenants, homeowners, and rental property owners. The specific areas that we cover include evictions and terminations of tenancies. We provide types of tenancies and security deposit law. And I want to just quickly take a step back. 
	Massachusetts, in particular, is a highly regulated area both in the consumer realm and in the housing realm. And it's fairly dense and, especially for mom-and-pop rental property owners, which we have a lot of in Berkshire County, as well as for tenants and some homeowners. It really is daunting at times for them to understand a lot of these areas, and we spend a lot of time educating them both through our individual counseling primarily and then through some group education as well.
	We also do fair housing laws and habitability issues. We provide foreclosure and loss mitigation options and soft landings and the full panoply of foreclosure prevention work. 
	We also provide housing search and homelessness diversion, which helps households access safe, sanitary, and affordable housing, and our housing search component within the organization, just to give you a sense, again, of how these programs work internally and work together, the housing search for the housing counseling side is really lighter touch, giving people information, best practices, how to present as a tenant. The -- our case management side would provide more intensity for high barrier households. Next slide, please. 
	So I just, again, want to just very quickly go through the list of services that we provide and, again, emphasize that most of the services -- the genesis of most of these services was through the housing counseling program. So these all were elements of our housing counseling program and in many respects were spun off to work in collaboration or in conjunction with our housing counseling program. 
	And they include our legal counseling program, which works closely with our housing counseling program. When I say legal counseling, I'm -- not only am I our executive director but our staff attorney as well. So we can provide more technical assistance to households in terms of providing some more specific and complex legal counseling services within the organization.
	Again, we provide foreclosure prevention counseling. We have the housing search assistance. We have a full consumer services program. We have a full-service dispute resolution center that started out as a housing mediation program within the housing counseling program. It now includes a wide range of both community-based and core-connected dispute resolution services. 
	We implement a program called the Tenancy Preservation Program. And again, this is a program that works with households that are at risk of losing their housing because of a development -- because of a disability related issue or substance misuse related issue. And this was a program that was spun off from housing counseling. 
	We saw, in looking at our data, that about 50% of the households we were working with had a disability, and were -- those households needed the kind of intensity that was taking up a disproportionate amount of our housing counselors' time, yet we were not able to serve them as effectively as we wanted to, and it was keeping us from working with a larger number of households through the housing counseling program. So we spun it off into a case management program that works in conjunction with our housing counseling program. 
	We also have a homelessness program that works with those individuals, unaffiliated individuals that are under the age of 24. So next slide, please. I think that's it. 
	So I'm going to turn it back over to Shawna. Thank you, Shawna.
	Shawna LaRue Moraille:  No. Absolutely. And stay on, Brad. 
	Thank you all so much for your presentations and sharing the effective work that you're doing in both your jurisdictions. I think I'll start. We have a couple minutes for a question or two here. And thank you so much, Laurentino and also Rob Weber from HUD, to weigh in on some of these questions. 
	But for Berkshire, the question is, Brad, for your jurisdiction, has -- being a court approved and certified mediation, has this cut down on the cost of the eviction process, the outcomes of evictions? Basically, what can you say about that type of work in terms of how you've streamlined it?
	Brad Gordon:  Yeah. So yes to both. We constantly are looking at the data and, actually, this is a program that during the pandemic was expanded. We were brought in as a consultant for the state as part of the state's eviction diversion initiative to address the pandemic because it was so effective both from a cost perspective and it has about close to a 70 percent rate of tenancy preservation. So we know that it leads to good outcomes for both landlords and tenants because tenant retention is a good thing for both tenants and for rental property owners from a cost perspective.
	Shawna LaRue Moraille:  Okay. Great. Thank you. And we had a couple questions about engaging landlords, and Laurentino assisted us with that question about the Landlord Association that Spanish Coalition for Housing is involved with. Would you like to say a couple words about that, Joseph?
	Joseph Lopez:  Absolutely. So the Landlord Association, we've been in that space for over 20 years. One of the key things about the success at association is that we're very intentional about enhancing the value added to landlords. So whether that's through tenancy and understanding their rights as a landlord, understanding the municipal code here in Chicago, both building code and our landlord tenant ordinance and how to manage and comply with that, but also ensuring and connect them with resources that are available not only to them as property owners for property rehab or maintenance but available to their tenants and connecting those vital resources to their tenants. 
	And during this period of the pandemic, our rental assistance programs funded through CARES and federal dollars, as well as state, has been critical to connect those small landlords and their tenants with that critical resource for stabilization. So oftentimes, landlords rely on rental payments to make their mortgage payments. And for a mom-and-pop, that's critical, and we're intentional about providing that service, both in group education as well as the one-on-one counseling.
	Shawna LaRue Moraille:  Okay. Thanks, Joseph. And I was going to ask you the same question, Brad. Anything to add? But somebody helped me out by saying, how are you bringing in new landlords and working with landlords in your program? Anything to add?
	Brad Gordon:  Yeah. That's a great question. I mean, I think we -- and I started with talking about the fact that we were a tenant advocacy program initially. And what we realized is that it didn't have nearly the impact that we wanted and that working with landlords allows for a systemic impact in the community because every landlord you work with is at least one unit and probably many more. 
	And we are just seen as a credible resource not only for private landlords but for other housing authorities and other housing management companies just by -- there are very few resources out there where rental property owners can get free advice and have the kind of technical knowledge that we can provide them with. 
	Additionally, through our mediation program, we see typically a couple hundred landlords a year, and that's another way for landlords to interface with our organization. 
	And finally, our Tenancy Preservation Program is really kind of a neutral case management program where sometimes landlords are reaching out because they're seeing instability from their tenants that are putting the tenancy at risk. And that's another way that they can get linked to our housing counseling program. So those are the ways that we operate to bring in new landlords.
	Shawna LaRue Moraille:  Okay. Great. Thank you so much. Lots of questions still coming in. Just checking with others, if we can go just quickly five after the hour, maybe grab a couple more of the questions here. 
	So how do you -- there was some questions about how do you keep tenants engaged so that you make sure you realize the outcomes? And again, I mentioned that you're -- you were part of this cohort for Rental Housing Counseling All Stars because you had high outcomes in [inaudible] 02. So how do you keep them engaged? How do you get to the outcome stage? And question for both of you. I would love to hear what your thoughts are on that.
	Brad Gordon:  So I'll go first. So for us, we do some either follow up, usually a follow-up call at three and six months, if we're not actively engaged with them. So if we're reporting that we're able to maintain a tenancy or something along those lines as an outcome, we want to see how that is working. 
	Sometimes, frankly -- I'll be honest with you -- the hit rate on those is not always great, and I would distinguish it from our -- for example, from our Tenancy Preservation Program, where it's much more -- a much more intensive kind of interaction. 
	Housing counseling is a little bit lighter touch. So sometimes those outcomes are a point in time. If we're working with someone and they're facing an eviction, for example, and we're able to, through the housing counseling program, resolve that issue, that at that point in time, we're reporting it as a resolution of that eviction or maintained housing or tenancy preservation. 
	So it -- again, a lot of times people will also interact with you as an agency because they work with you over a number of years. And that's another way to keep that engagement going as well because they see you as a valuable resource.
	Joseph Lopez:  All right. And I would echo much of what Brad had just said. I think one of the key things is the point of consistency with engagement really is relying on that trust factor at the front end. 
	We -- our team really works to, what I like to call, manage the expectations of our community. So as folks come in dealing with a housing crisis or a need -- or need to access housing services, particularly in our rental program, we do that exhaustive assessment to look at the entire spectrum of support resources that we have available to -- for them through rental assistance, utility assistance, but also financial education. 
	And if they need additional assistance, whether it's beyond our direct service delivery, we have a network of partners that can provide that additional assistance from food pantries to job placement, workforce development opportunities as well. So we're very intentional about adding that value and then connecting with folks. 
	And we do do that 30-day, 60-day follow up with households. We've been fortunate enough to keep them engaged through our -- what I like to call our multi-communication channel. So at the point of engagement with counselors, that's their essential initial engagement. We connect via our phone follow up, our check-in call. We also keep them engaged in our basic program announcements, ensuring ongoing programs and services that are available to the community. And that engagement is through our e-newsletter or direct mail as well.
	Shawna LaRue Moraille:  Okay. Great. All right. Thank you both so much. Those are both very helpful answers. 
	I'll just recap two other questions that were more common in the questions box before I turn it back to Olivia. You guys have asked a lot of great questions. 
	So there is -- there was a question that came in about how there's a bunch of different rental topics that are in the handbook, and folks thought that they had to cover all nine. And that's not necessary. It's really about looking at the housing goals that the client has and how to best achieve those housing goals through various outcomes. So you have options in terms of designing your rental housing counseling program. Some folks just choose to just deliver eviction prevention as one of those topics. So thanks for that. 
	And then we do know that the ERAP program through Treasury that's been funding a lot of rent and utility assistance, some of the applications are already -- a lot of the funding has dried up. We do recommend that you check with your community development organization at your city or county. They might have Community Development Block Grant CARES Act funding that can be used for rent and utility assistance. 
	And then I think that you heard from Joseph that they have been able to leverage some of the homeless program funds as well to serve their clients through the Emergency Solutions Grant. Also, has some CARES ACT funding. 
	So we wish we could get to more of your questions, but we'll have to continue this discussion another day. But just wanted to say thanks to Joseph and Brad. Thank you so much for sharing all of your rich background and service delivery with us today. Olivia, close us out. 
	Olivia Healey:  Thank you. Yeah. As noted today with Shawna, Brad, and Joseph and all the expertise that we were able to host robust conversations with all the other agencies that were part of this community of practice, wealth of knowledge and experiences and guidance that they were able to give today. So could I second the thank you, and appreciate your participation?
	Always aimed at kind of next steps and what you guys can do to further your education after today's session. Definitely review all of the best practices and advice given throughout, even during the robust Q&A at the end.
	We also have all of these links that are very well detailed resources, especially noting the rental housing counseling and eviction prevention page that we do have on the housing counseling website on HUD Exchange.
	You're also able to reach out via email to HUD for any housing counseling agency or counselor specific questions. And then if you need additional technical assistance, there's an email for that as well. 
	We want to thank you for attending. We've opened a last Mentimeter question leveraging more on the, what are you going to do after today's session? So if you haven't had an opportunity of what your next steps are, definitely let us know and recommend all of these as an effective next step. I hope you have a wonderful afternoon, and thanks for sticking with us. Bye, guys.
	(END)

