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UNPRECEDENTED AND CHALLENGING TIMES 
COVID-19 may have closed many businesses, but as the statewide housing finance agency, our work is 
too important for us to stop, especially as Rhode Islanders need us now more than ever before. While 
supporting our customers and residents is of the upmost importance, we can’t do the great work we do 
without our staff.  
 
The global health pandemic has completely upended the way humans interact and work. Within a 
matter of days RIHousing had to prepare and support our staff as employees transitioned to remote 
work while continuing our efforts to provide housing programs and resources to Rhode Islanders. 
There’s no exaggeration to say that responding to COVID-19 has been one of the (if not ‘the’) biggest 
challenges this agency has experienced in our almost 50-year history. While our organization has grown 
over the years, one thing remained constant: we worked together in our downtown Providence 
headquarters, utilizing physical access to one another, our customers and our partners to collaborate 
and succeed. 
 
This closeness allowed us to build a strong team that could have easily been upended with the transition 
to remote work. While the transition presented technological and resource challenges (setting up 
employees to work remotely while also providing laptops, monitors and other items to perform their 
work), it has created “social” challenges as well. Used to in-person meetings, collaborations around 
employees’ desks and the ability to meet face-to-face with customers and partners, staff now had to 
learn a new way of doing their work, all while dealing with their own personal stresses relating to 
COVID.   
 
SUPPORT THROUGH COMMUNICATION, INFORMATION, EMPLOYEE SUPPORT, TECHNOLOGY  
Recognizing the challenges faced by our diverse employee population, our Human Resources team 
worked closely with our Information Technology (IT), Facilities and Communications departments as well 
as Executive leadership to develop a responsive and supportive program to strengthen agency 
operations while ensuring staff had the information and resources they need to succeed and stay 
healthy. 
 
Developing a series of resources and communications tools, we’ve been able to keep staff connected 
and working while ensuring their own health and well-being. Our employee engagement and support 
effort centers around several key areas: 
 
COMMUNICATION: 

• COVID-19 resources page on our employee intranet 
o With little time to prepare, our team worked to develop a special resource section of 

our employee intranet. Serving as the “hub” of information, it includes employee 
policies and procedures, information on maintaining employee health and well-being, 
announcements and updates on the impact of COVID-19. 

• Ongoing updates via email, intranet posts and teleconferencing 
o HR staff have supported employees via a series of e-communications offering support 

and resources for staff, as well as updates on COVID-19’s impact on our programs and 
work, plans for reopening of our office building and links to resources to support mental 
health and well-being. 
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o HR held an all-staff teleconference to review updates and information relating to 
remote work, as well as the procedures and protocols that RIHousing has put in place 
based on the guidelines from the State, CDC and RI Department of Health. 

• Team Building 
o Use of Microsoft Teams to ensure connectivity of staff; replacing in-person staff 

meetings with virtual meetings via Teams ensures staff remain connected and engaged. 
o Managers are encouraged to hold regular “check-ins” with their staff and offer 

opportunities for “fun” virtual meetings (examples include remote Yoga, trivia and 
more.) 

 
INFORMATION: 

• Protocols, Policies, Tips and Management Tools  
o Via a series of newly created Policies, Procedures and Management Tools, our HR team 

worked with our Legal department to provide guidelines for remote work, roles and 
responsibilities of managers, etc.  

• Creative and informative signage throughout the building as staff return to the office 
o A return to the office for staff necessitated the development of a series of informational 

signage to ensure employee health and compliance with state and CDC guidelines. 
Working closely with our Communications team, informational and engaging signage 
was developed to promote social distancing, awareness around health screening and 
reporting. 

 
EMPLOYEE SUPPORT: 

• Webinars, Supportive Services and Programs for Employee Health and Well-Being 
o Promoting and connecting employees and their families to programs, trainings and 

services relating to mental health, wellness and mind-body well-being. 
o Promotion of financial services webinars and trainings to support employee financial 

health. 
 
TECHNOLOGY: 

• Development of a new Employee Screening App 
o With a short time to prepare for required daily employee screenings prior to a return of 

staff to our office building as part of the state’s reopening efforts, Human Resources 
worked closely with our IT team as they created an app to push out a daily COVID 
screening questionnaire using a free Microsoft product. The questionnaire is sent 
through RIHousing’ Agility system (already in place for emergency notifications to 
employees) and was created and tested in the span of about one week. 

o The link to the daily screening is sent to all staff via our Agility system. The link is sent to 
employees’ work email, personal email and personal cell phone. If anyone is coming into 
the office, they are required to activate and complete the screening. HR staff remotely 
monitor the incoming screening questionnaires against a daily employee log tracked 
through our fob security system. Any staff member fobbing into the building must have 
a matching, completed screening questionnaire. Any employees who do not have a 
smartphone can access the screening in the lobby using an iPad.   

o Developed in response to state guidelines requiring employee screenings, the app is 
especially notable as we deployed this with a quick turn-around, no additional costs, 
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linked two existing platforms, utilizing a creative approach to avoid the purchase of any 
new software. Developed in-house, the app meets all state requirements for screening, 
ensures employee confidentiality as only HR staff accesses the information, can be done 
remotely so as not to require additional on-site staff to be present, is easy to update 
and adapt as new rules and regulations are put into place.   

o Employees appreciate the fact that our HR team has spent the time and energy to 
ensure safety as a top priority. The app gives staff a sense of security as they return to 
the office. 

 
• Deployment of Remote Technology and Support 

o We deployed a record 77 of laptops and provided extended IT service hours to all 
employees working from home.   

o Additionally, we created employee access on the RIHousing.com entrance point for all 
employees to use the Business Continuity page of the intranet to connect to all 
applications by Division. 

o Use of ‘softphone’ system to allow employees to make outgoing calls from their work 
phone numbers when using their personal cell phones.   

o Committee and Board meetings held telephonically in order to conduct business crucial 
to the continued work of the organization. 

o Training and support of staff in use of Teams and other remote technologies to ensure 
business continuity and connectivity. 

 
THE “NEW NORMAL” 
Three months into the “new normal” and we are thrilled to report that we’ve been able to build an 
effective “bridge” to support our staff, maintain strong teams, support remote work, and employee 
health and well-being. 
 
Utilizing existing communications channels and technology, RIHousing has been able to keep our staff 
informed, healthy, and safe during the COVID-19 health crisis. With no additional cost for staffing or 
technology, we have been able to provide employees with the support and resources they need to 
succeed in meeting the emerging and evolving needs of our customers while ensuring their well-being. 
 
Like our sister HFAs, we are asking our staff to work harder, work smarter, and innovate, all while 
dealing with the challenges of working remotely with little time to plan. As we now transition to some 
return to the office environment, we are committed to continuing our efforts to support our employees 
with a combination of in-office and remote programs.  
 
WHY IT’S AWARD-WORTHY 
We’re proud of the fact that despite the challenges and a transition to remote work, we’ve been able to 
support our employees and preserve what makes RIHousing such a great place to work: our sense of 
community! Utilizing existing outreach channels, technology and staff input from our HR, IT, Legal and 
Communications teams, we’ve developed an effective and no-cost way of supporting staff and keeping 
them engaged. As we respond to the impacts of COVID-19 on residents and the housing landscape of 
our state, we need the experience, expertise and dedication of our team in order to move forward.  
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C O M M U N I C A T I O N

Development of COVID-19 
Employee Intranet
New banner added to home page of our employee intranet, 
prominently displaying link to the latest sta�ng information 
relating to COVID-19 as well as contact information for our Service 
Desk for assistance.

We created employee 
access on the 
RIHousing.com entrance 
point for all employees to 
use the Business 
Continuity page of the 
internet to connect to all 
applications by Division.



C O M M U N I C A T I O N

Ongoing ‘Agency Updates’ to all 
sta� from Executive Director



I N F O R M A T I O N

Creation of helpful documents

Creation of a Series of documents with 
important and timely COVID-19 related 
information for sta�, including 
COVID-19 Policy, COVID-19 FAQs, 
Exposure Action Plan and more.

Remote work is new to 
RIHousing and its sta�. To 
support sta� as they 
embrace remote work, 
Human Resources 
developed a series of 
“Teleworking Tips,” COVID 
Protocols and Procedures. 



S I G N A G E

Creative and informative signage throughout the building as sta� return to the o�ce



E M P L O Y E E  S U P P O R T

Information resources include policies and 
procedures updated to re�ect the reopening of 
the state as well as important resources to 
promote employee health and well-being.

Supporting employees’ �scal health

A series of emails promoting employee health 
and well-being ensure sta� are fully supported 
during this challenging time



T E C H N O L O G Y

Screening App
The electronic screening app helps us keep sta� safe and ensures 
employee privacy while complying with state guidelines. 

Employees receive text and 
email reminders every day 
for the Daily Screening 
Form. The screening app is 
mobile friendly. 
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