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Special Achievement 
  
Need: A lack of affordable supportive services training for housing services coordinators at 
elderly housing properties across Pennsylvania has been an ongoing struggle and a source of 
frustration for owners, management agents and housing services coordinators alike. 
Educational opportunities existed, but required either extensive travel and time commitment or 
financial commitment that exceeded supportive services budgets. Many Section 8 properties 
have received either minimal or no rent increases for years putting stress on supportive services 
budgets. Tax credit properties have also been struggling to either maintain or add a training 
expense for supportive service coordinators in their operating budgets. For those properties that 
have been able to afford supportive services coordinators, coordinators have lacked the 
necessary training, which ultimately impacts the services provided to elderly tenants.  It was 
evident that elder supportive services coordinators were in search of a low cost supportive 
services program that combined distance training options and the ability to acquire continuing 
educational credits at existing training opportunities.   
 
The Pennsylvania Housing Finance Agency (PHFA or the Agency) recognized the need to 
provide elder supportive services training at a reasonable cost to properties and created the 
Certificate in Elder Service Coordination Program (CESC) in partnership with California 
University of Pennsylvania Rural Communities Institute (California University of Pennsylvania). 
CESC is a program that requires participants to obtain 20 hours of elder educational training 
within one (1) year.  Courses are directed at issues associated with the care of our elderly 
population.  Participants may obtain the required educational courses through a combination of 
distance learning and attendance at PHFA's Housing Services Conference, which is an annual 
conference that provides educational opportunities to housing services coordinators.  The 
distance learning consists of monthly webinars that are recorded.  If a participant is unable to 
participate in a live webinar, he/she is required to watch the recorded webinar at his/her 
convenience and take a short quiz in order to receive credit. The cost to complete CESC and 
receive a certificate is $50.  To date, 209 participants have completed the requisite 20 hours of 
elder educational training coordinated by the Agency and received certificates through CESC  
from the California University of Pennsylvania. 
  
Partnerships: PHFA regularly partners with colleges and universities throughout Pennsylvania 
on various initiatives.  In this instance, it was evident that PHFA needed to partner with an 
educational institution and the California University of Pennsylvania was willing to assist in the 
design and development of the curriculum and to provide the CESC certificates to participants 
who satisfactorily complete the required 20 hours of educational training in one year.  As a 
result of this partnership, the basic goals of CESC are to: 

• Create an affordable training opportunity for new or experienced service coordinators. 
• Improve service coordinator’s expertise in serving elders in residential settings. 
• Establish a base level of knowledge in order to improve service delivery statewide. 

 
In addition to PHFA's partnership with the California University of Pennsylvania, many 
individuals and organizations agreed to participate as instructors in CESC.  The Pennsylvania 
Behavioral Health and Aging Coalition, the Pennsylvania Institute of Assistive Technology, the 
Pennsylvania Office of Attorney General and professors from Temple University have provided 
regular instruction for several of the curriculum modules. 
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As part of the initial process to design the CESC curriculum, PHFA conducted a focus group 
and invited veteran service coordinators, property management companies and HUD 
representatives to provide input regarding course design and curriculum.  A total of 15 people 
participated in a focus group to refine topics related to continuing education requirements for the 
HUD Service Coordinator grant and content delivery strategies. 
 
Effective Use of Resources: Development of the curriculum was accomplished in consultation 
with several professors of gerontology/social work with the California University of 
Pennsylvania.  The CESC curriculum consists of 20 hours of training in the following core areas: 
 

• Assessment of an Older Adult 
• Interventions for Elders 
• Promoting Independence in Elders 
• Abuse and Neglect 
• Technology in Supporting Elders 
• Combating Compassion Fatigue 
• Ethics and Boundaries for the SC 
• Medication and Substance Abuse 
• End of Life Issues 
• Diversity 
• Service Coordination and Liability: Documentation 
• Mental Health and Cognitive Impairments 
• Manager/Service Coordinator  Relationship and Confidentiality 

 
 
Upon establishment of the curriculum, CESC was implemented by PHFA’s Housing Services 
Department. PHFA took advantage of its existing webinar capacity to deliver approximately 85% 
of the 20 hours via distance learning – making it very attractive to both employers and CESC 
participants.   The remaining content was incorporated into the annual PHFA Housing Services 
Conference, which is attended by many of these service coordinators.  The result is that there 
was no additional cost incurred by PHFA, the employer or the participant. By building on these 
opportunities, PHFA has structured a very affordable comprehensive baseline training program 
in the area of elder service coordination.  
 
Benefits that Outweigh Costs:  The benefits of CESC to management agents and service 
coordinators are to ensure that: 

• They have a baseline level of training and expertise in elder service coordination despite 
inconsistent educational or experiential backgrounds. 

• Management agents have a system to provide orientation, support and training to newly 
hired service coordinators. 

• A system is in place to meet HUD Service Coordination grant continuing education 
requirements. 

 
For the management agent/owner, these benefits are achieved with an insignificant budgetary 
impact and with minimal time away from work by the service coordinator.  For PHFA, the benefit 
is to have a system in place that ensures the availability of a basic level of expertise by service 
coordinators across its elderly multifamily portfolio. 
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Track Record of Success: To date, 209 participants completed all CESC requirements and 
received their certificates from the California University of Pennsylvania. CESC graduates 
provide supportive services at affordable elderly properties in Delaware, Maryland, New Jersey, 
New York, Ohio, Pennsylvania and Washington. The 209 successful participants directly 
provide supportive services to over 3,000 residents at their properties. The knowledge they 
gained by successfully completing CESC has enabled them to assist their residents in 
remaining independent and to age in place. 
 
Upon completion of CESC, participants were surveyed regarding curriculum content, benefits 
and relevancy of CESC.  With responses from more than two-thirds of CESC graduates: 

• 100% stated that the curriculum was relevant to their position; 
•  99% reported that they benefited from CESC related to professional development and 

hiring capacity;  
• More than 33% participated in CESC as part of the training requirements for their current 

position (reflecting the value that employers/management agents place on CESC).  
 
The Director of the School of Social Work at California University of Pennsylvania is enthusiastic 
and pleased to be associated with this continuing education program.  As someone familiar with 
the impact of quality housing and access to services, Dr. Norma Thomas feels that by assuring 
a baseline of quality education for service coordinators, there is a direct impact on the quality of 
life for elders living in affordable housing communities.      

 
Strategic Objectives/Future: Based on these overwhelming approval ratings from participants 
and the continued participation of the California University of Pennsylvania, PHFA plans to 
continue CESC.  PHFA has also received inquiries from interested parties in Arizona and 
Nevada. 

PHFA will continue to solicit input from participants, management agents and other relevant 
parties.  Curriculum updates will be made as important issues arise and the ways of doing 
service coordination are impacted by other forces.  For example, given the recent guidance from 
HUD on LGBT issues, the CESC curriculum was updated to include it as part of the Diversity 
session. As technology becomes a greater factor in providing services to our elders, the 
technology portion of the curriculum is continuously updated to broaden participants’ 
perspective and make them aware of various opportunities to improve their service coordination. 
In 2014, a session entitled “Combating Compassion Fatigue” was added to the curriculum at the 
suggestion of the focus group.   

As the demand for CESC continues to be strong, PHFA will be responsive to the needs of the 
service coordinators and management agents  in the continuing  development of the CESC 
curriculum.  While CESC has been a non-typical response to a recognized need in rental 
housing multifamily management, it is one that has been beneficial to CESC participants, their 
employing management agents, PHFA and, ultimately, the elderly residents who are directly 
impacted by CESC graduates. 

PHFA believes CESC is not unique to Pennsylvania, but rather a universal concept and 
program that can be replicated in other states to better assist our elderly population.  It is a 
program with an established record of success that can easily be adopted by other states at a 
minimal cost.  PHFA is willing to assist other state housing finance agencies develop and 
implement this training. 
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 California University of PA Rural Communities Institute 

presents: 

 

Certificate in Elder 
Service Coordination 

 
• Affordable training opportunity for new or experienced Service Coordinators 
• Cost is attending the Housing Services Conference and a $50 filing fee upon 

completion.  Webinars are FREE! 
• 20 hours of training in 13 core areas 
• Easy to work into your busy schedule…attend the conference and take monthly 

webinars 
Visit www.phfa.org for more information or contact Alicia Spencer at:  
aspencer@phfa.org 

http://www.phfa.org/�
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