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For three years, our staff has been collecting feedback from our customers on how to improve their 

experience of applying for our multifamily funding. We’ve also looked at our internal process for 

receiving and processing applications. In order to eliminate duplication of work, improve tracking 

systems, clarify roles and responsibilities, and increase overall efficiency, we developed a new 

Multifamily Customer Portal using Salesforce as a base technology.  

This web-based Portal allows developers and processing agents to create an account and custom-build 

an application checklist based on the type of proposal they are putting together. This helps ensure they 

have the correct documentation for their application. Many of our customers submit more than one 

application per year, and the Portal will allow them to see all of their applications and selected projects 

in one place. The system also allows us have a completely paperless application process for the first 

time.  

Our staff and our funding partners are now able to access the same system to review applications for 

scoring and selection. After an application is selected, the system will facilitate our due diligence 

process, allowing us to create a checklist for the customer, so they can see exactly what they need to do 

to get to the closing table by their desired closing date.  

The Portal was launched for the 2017 funding round, and has received extremely positive feedback from 

both funding applicants and our staff. As of this nomination submission, 91 customers are working on 88 

proposals in the Portal. In a typical annual competitive RFP cycle, Minnesota Housing selects 25-30 

developments for funding with housing tax credits and/or deferred loans. 

Application Process Before the Portal 

Prior to the launch of the Portal, the application process was time consuming and cumbersome for 

Agency staff and our customers.   

Customers had to navigate and download numerous materials on our website to determine which ones 

were necessary for their particular application. They also had to submit hard copies of their application – 

often totaling as many as 500 pages – in addition to providing the materials electronically on a CD or 

through box.com. This was very resource intensive in both customer and staff time and wasted paper. 

On the staff side, our previous database took approximately 45 minutes per application to manually 

import the data. Our average funding round receives 80-100 applications, so the staff time to upload 

this information was very inefficient and it took days to access application information after the due 

date. The Portal will also allow staff to more easily access project data and have greater flexibility to 

build reports.  In an already tight timeline to process applications, a few days that we no longer have to 

wait for reports to be complete after the due date allows our staff to start on application review much 

sooner.  

  



Minnesota Housing 
Multifamily Customer Portal 

Management Innovation: Technology 
 

2 
 

What the New Portal System Provides: Benefits to Customers and Staff 

Some of the objectives we achieved in this project that were a priority to improve the customer 

experience include:  

 Create paperless application 

 Automate capture of documents 

 Simplify application checklist, so users don’t have to read about 100 documents to know which 

apply to their deal 

 Improve communication of application process and visibility of informations 

 Improve due diligence communication and tasks  

Powered by Salesforce, the Portal allows customers to log in to a user-friendly online system and custom 

build an application checklist based on the type of proposal they will submit. This checklist tells them the 

exact documents they need to complete, provides links to templates, has help text for each checklist, 

and the system lets them upload all materials in one place through an easy-to-use interface. After 

selection, the Portal will be used to collect due diligence materials, and track critical milestones in the 

loan closing process. 

Customers also have the ability to view the current status of submitted materials, filter documents and 

track approvals, timelines and status of each development. The Portal gives developers dashboards to 

easily access all developments in various stages (application, underwriting, closed etc.) in one location 

and, over time, they will be able to view all of their submitted applications with our Agency.  

Attachment A shows a view of the application checklist that customers see when putting an application 

together, with descriptions on the next page. 

From the internal perspective, Minnesota Housing’s staff of underwriters, architects, supportive housing 

and asset management team members can collect due diligence materials, track milestones and 

communicate with developers and the internal development team. The Portal also has a Task function, 

which clearly identifies the subject, status and people assigned.  

While the ultimate vision for the system is to have development information from application through 

the compliance period, the first phase of this project is to concentrate on the application phase. 

Developers can currently use the Portal for the following processes: pre-application, application, due 

diligence, carryover, preliminary determination (for developments with 4% Housing Tax Credits), and 

8609 application.  

For our internal staff view, you can see in the screenshot below (Attachment B – Internal staff view of 

Portal) that staff can pull different reports based on what they want to see, such as developments 

assigned to them for review, all projects under one developer or even  those that applied, but were not 

selected. There are also quick dashboards to get a real-time view into how many items we have in 

various statuses within the Intent to Apply (ITA) and Application processes. 
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Keys to Success 

Creation of a Multifamily Customer Portal system using Salesforce as the base technology is replicable 

for any Housing Finance Agency, as Salesforce is a cloud-based software solution that is very 

customizable. The most important first step is to fully understand the business needs by documenting 

the current business practices, and to have input from staff and customers on how the process must be 

supported.  

Configurable design is a very important to creating a solution that can not only be replicated by other 

Housing Finance Agencies but is also critical for Minnesota Housing as it enables our business and 

program teams to configure and execute other funding rounds with different dates, funding sources, 

phases, and documents without having to custom code for each solution. 

Having a dedicated business team and technology team working together is key in making this a success. 

At Minnesota Housing, the core team consists of three subject matter experts (SME) from our business 

team and three SMEs from our technology team working collaboratively to design and launch the Portal.  

The core team meets regularly to discuss business processes, determine how to customize Salesforce 

functionality to improve our day-to-day work, and to develop training resources for customers and 

internal staff.  It is critical to have this team think creatively and to be open to making changes to 

business processes. It is also vitally important to have the support of leadership, including access to 

sufficient resources to implement the changes. 
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Attachment A - Application checklist 
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Attachment A continued – Description of checklist 
 
 

Project Checklist – Descriptions and Definitions 

View# Description Details 

1 
Upload Status 
Filter option 

Allows user to filter what is displayed in the Checklist View (3) 
based on the upload status (whether or not documents have been 
uploaded). 

2 
 

Filter by 
Characteristics 
option 

Allows user to filter what is displayed in the Checklist View (3) 
based on the characteristics previously selected on the ‘Build 
Checklist’ tab. 

3 
 

Checklist View Displays all the checklist items required for you to submit based on 
your selected project characteristics on the ‘Build Checklist’ tab.   

4 Checklist Item This field displays the name (s) of item(s) required for submission. 

5 

Upload Status This field indicates whether you have: 

 ‘Uploaded’ File(s)  you have successfully uploaded at 
least one (1) file to this checklist item.    

 ‘Not Uploaded’ file(s)  indicates that you have not 
uploaded any file(s) to this checklist item.   

 ‘Opted Out’ (if applicable)  indicates that this checklist 
item is not relevant to your project.  Only applicable on 
certain checklist items.   

 ‘File Has Errors’  indicates the file you uploaded has 
errors, see the error messages by clicking the checklist 
item. 

6 Due Date This field indicates the due date of the checklist item.   

7 
Approval Status This field indicates whether you have submitted your checklist 

items or not. 

8 
Quick Links This is a hyperlink to documents, websites or resources provided by 

Minnesota Housing. 

9 

Checklist 
Submission 

This is a running total of the number of checklist items that either 
need to have documentation uploaded or will have the option to 
‘opt out’ (if applicable). Once the status of ALL checklist items 
indicates ‘Uploaded,’ a ‘Submit for Review’ button will be enabled.  
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Attachment B – Internal staff view of Portal 

 

 


	Multifamily Portal entry form
	Multifamily Customer Portal

	Entry title: Multifamily Customer Portal
	Category: Management Innovation
	Category name: Technology
	Entry Description: Our new web-based Portal built on a Salesforce platform allows custom-built

application checklists, eliminates duplication and increases overall efficiency.

	HFA: Minnesota Housing
	Contact Name: Megan Ryan
	Phone: 651.297.3566
	Email: megan.ryan@state.mn.us
	Check Box 3 Visual Aids Yes: Off
	Check Box 5 Mailing Check: Off
	Check Box 4 Visual Aids No: Yes
	Check Box 6 Emailing CC Auth: Yes


