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HOW GOING LEAN HELPED US SUCCEED

While no one could have predicted the challenges we would face in 2020, RIHousing was fortunate to
have completed a comprehensive, multi-year LEAN process in our Leased Housing and IT departments.
The LEAN effort pushed us to re-think our work through the lens of creating efficiencies, reducing
redundancies and being the most impactful in our work.

Before the COVID-19 health crisis hit Rhode Island, we had already committed to eliminating wasteful
practices and improving efficiency. As part of our LEAN efforts, we spent a considerable amount of time
reviewing all programs, processes, protocols, technologies and practices relating to our asset
management and renter services programs. We viewed LEAN not just as a way to reduce costs, but as
a way of thinking and as a long-term approach to how we operate.

STREAMLINING PROCESSES TO SUPPORT PROPERTY MANAGERS/AGENTS AND TENANTS

Working with state and federal partners, RIHousing staff developed streamlined processes and creative
ways to administer millions of dollars in federal funding while supporting over 17,000 residents and
countless landlords and property managers. Staff were able to implement a number of processes to
reduce the administrative burdens on landlords, tenants and property managers, including allowing
owner certification of units, alternative verification of repairs to units, and voucher extensions where
needed.

Using a variety of techniques and technologies, we were able to:

¢ Immediately establish and implement a remote file review process for all LIHTC compliance audits,
allowing monitoring reviews to continue as previously scheduled (physical inspections were
postponed)

e Establish and propose remote Management Occupancy Reviews (MORs) to HUD for our PBCA
portfolio. Our proposal was recognized by the Boston HUD office and was recommended to HUD
headquarters as a model that could be replicated throughout the country. HUD ultimately issued
a moratorium on all MOR’s until June 2020. When the moratorium was lifted, we were able to
resume MOR’s immediately using the model designed in March. We were recently recognized by
HUD headquarters as the Contract Administrator that has completed more remote MORs than
any other PBCA in the country. Something that we are especially proud of!

e Establish a dedicated webpage for multifamily owners and managers. This page contains links to
RIHousing and Federal COVID-19 related guidance and continues to be updated regularly.

e Design an electronic reporting system for owners and managers to communicate all known COVID-
19 cases at their properties. Collected data has been summarized and provided to our Executive
Director for her monthly report to the RIHousing Board of Directors.

e Develop an online “ChatBot” application to provide automated customer service to PBCA families

Additionally, for our Housing Choice Voucher Program, we’ve utilized technology to develop:
e A fully electronic certification system for our HCVP families

e An online portal for our HCVP Owners/Agents to update payment account information and get
reports on payments issued to them

www.RIHousing.com
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e Full utilization of HUD's streamlining rule and waiver options giving PHAs discretion to reduce
recerts and inspections:

o Biannual HQS inspections — only for new, empty units
o Use of waiver notice to streamline income verification process
o Expedited recertifications for families with income reductions

e Since closing our offices to the public, we worked with limited staff on the HCVP side and managed
to complete interims for income changes for almost 12% of the families participating in the
program

e Live online Chat with HCVP landlords and tenants

BOLD AND INNOVATIVE RESPONSES TO CHALLENGES OF COVID
While we’re proud of the fact we’ve been able to roll out so many effective responses to the challenges
created by COVID-19, we want to share a bit more details about one in particular:

MOR POLICY

We consider our new MOR policy to be one of the most innovative and bold changes we’ve made. As
part of our LEAN efforts, Leased Housing staff had been working with our IT department to develop
remote MORs prior to COVID-19 in response to HUD’s draft notice from late 2019. Fortunately, we had
begun this process prior to HUD’s suspension of in-person MORs.

This put us in a position to quickly adopt a number of tools and technical solutions to allow us to
continue the business of conducting MORs during these unprecedented times. We developed the
following materials and presented them to our HFA and industry peers, as well as representatives from
our regional HUD office:

° RIHousing interim MOR policy

o Screenshots to SharePoint site

. External guide to the SharePoint site
. Employee guide to the SharePoint site

° SharePoint site correspondence for Owners/Agents at roll out

ENSURING DATA SECURITY AND INTEGRITY

Knowing that data security would be of the utmost importance as we transitioned to remote MORs,
staff worked closely with our IT and data security staff. RIHousing’s SharePoint site is hosted on
Microsoft’s secure Azure Government Cloud, which offers security, protection, and compliance services
generally suitable for government purposes. Particular security features include data encryption; virus
detection; and control of access, permissions, and sharing. Azure Government uses datacenters and
networks located in the U.S. only.

IMPACT TO DATE

While many other HFAs/PBCAs may have been reluctant to pursue remote MORs, due to data and
technology capacity as well as confusion over interpretation of HUD rules, we moved forward with
immediate implementation.

www.RIHousing.com
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With 179 contracts in our PBCA portfolio, and an average of 9-10 MORS each month, remote MORs
allow RIHousing the ability to significantly reduce the staffing needed to conduct these specialized
reviews (typically, 2-3 staff may conduct on-site MORS, with remote, we can cut this down to one staff
person). We can reallocate staff to the management of our portfolio and during the health crisis, we are
effectively ensuring the safety and protection of our employees, management staff and tenants,
especially as many of our developments house the elderly. We’re excited to share that staff were
conducting 9 MORs/per month prior to the pandemic, we’re now doing 11 to 13 MORs/month! And
we’ve done this utilizing existing capacity and technology—with no additional cost!

RESPONSE

Property staff have been incredibly receptive to remote MOR policies as it allows them to continue
MORs while limiting staff exposure. Additionally, our online SharePoint site was developed to also allow
us to better service properties in our portfolio as we will also allow uploads of annual files, tenant
selection plans, etc. to the site.

We are proud to note that our protocols and policies have received high marks from the regional HUD
office, who have noted that our MOR policy helps us to keep staff and residents safe while still fulfilling
our obligation to conduct reviews under the PBCA ACC Contract. The effort uniquely positions us for a
post-COVID world as there will likely be trepidation in the industry about visits to properties. We are
now prepared to navigate future challenges as a result of this initiative and agency resourcefulness.

RIHousing was fortunate to have a strong foundation in place, and strong leadership from our Board of
Commissioners, to allow us to be responsive to the changes and challenges currently faced. The last year
has shown us just how flexible and innovative we can be during these unprecedented times. We're
proud that we’ve lived up to our mission and have continued to support thousands of Rhode Islanders
through these difficult months.

...And our work has paid off:
“Rhode Island has performed more MORs using the hybrid remote model than any other PBCA. The
additional effort put forth to continue to complete MORs during these challenging times is laudable and
appreciated. Thank you for your continued efforts and commitment to quality.”

--U.S. Department of Housing and Urban Development
WHY IT'S AWARD-WORTHY

. . Our new remote MORs for PBCA properties establishes a new model
Are innovative
to respond to the challenges created by COVID-19

Respond to an important

P P Responds to many of the challenges created by COVID-19
state need
We are able to continue to administer millions of dollars in federal
rental assistance programs and meet our oversight and
administrative duties all while keeping staff, managers/agents and
tenants safe

Achieve intended results

Provide benefits that We were able to utilize existing staffing and technology to deploy
outweigh costs these new efforts

www.RIHousing.com
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Remote MORs

SharePoint User Guide and Information for Owners and Agents

’Fﬁlsmg :

fimvrrl, Build. Beews

To ensure success of remote MORs, Leased Housing staff developed a series of user guides and
informational materials for Owners and Agents

Dear Cwner/Agents,

RIHousing continues o improwve our processas by makng them more efficient and
transparent for our partners. We recenlly recaived leadback from sevaral

ownerfagents that assel management documentation collection i confusing and
0US|ng burdensomnms

Invest. Build. Believe.

NEAHMA RI Agency Meeting
March 12, 2020

* Cloud-based document sharing service that allows you to
securely upload documents.

Merged Contract Administration and
Asset Management teams.

= Upload all your MOR required documentation. Documents will
be available for easy access when your next MOR is scheduled
*+ SharePoint is also useful outside of MORs:
* Upload documentation for FSS reviews
* Send documentation related to Tenant Complaints

+ One point of contact for both LIHTC and PBCA functions.

+ Most assignments fall across management agents so management
agents should have only one point of contact moving forward.
* MOR responses

+ Asset Manager responsible for all LIHTC and RIHousing-administered * All fles are encrypted

Section 8 compliance matters, including replacement reserve

requests, inspections, monthly voucher payments, and annual rent Reach out to your Asset Manager for help getting started

adjustments. I I

'Fo\usmg

Invest, Build. Believe.

SharePoint User Guide

Overview
SharePoint is a tool with many uses. We will be leveraging the file sharing feature to help improve
the LEAN 3 Process.
Each property has its own folder. Within the property folder, there is a folder for each document
used in LEAN 3. When you share the property folder, the recipient will have access to all folders
within.

- The site can be reached at

Sharing A Folder

'ﬂa‘uﬂng Leased Housing R Er— E oot g

b e

& Copylek  + Downkad [ Deere 42 Antoiop =0 Eename B0 Mo 1o 1 weced S M Do

i

o address this issue, RiFHousing has decded to utilize SharePoint, 3 document
o e anament ool wihana e can e3sily Upload documentaton to cne plate. Each

’Ealsmg

Invest. Build. Believe.

SharePoint User Guide

Overview

SharePoint is a tool that will allow secure sharing of documents between Rhode Island Housing and
you.

Please upload documents to the appropriate folder.

You can contact the sender from Rhode Island Housing with any comments, questions, or concerns.,
| will be using Grail as an example of your email inbox. The same concepts should apply if you use a
different e-mail client.

Getting Started

You will recelve an emall from someone at Rhode Island housing sharing a folder with you.

rown ShareFPoint falder, wihich will contain subfoldars
pnd docurmentation retated 0 tenant complaings

sant out to management in the upcoming months,
how to gel started. If you would Bke o gel a head start
e reach oul to your Asset Manager requesing access.
o use these SharePoint folders, howewer they do have

chaniam for sharing documentation related to
uchers, efc.

= ty's asset manager from having to request
P i i rihaanng & % P nbaclj - epderiboudagfigr X + L
. sox @ ughout the year.
To share a folder, highlight the property you wish to share and click one of the SHARE “‘ = M Gmai oo ’ ® =0 H WOl e nol miessin 0 amy documenis ||':"i.]||.|i| H“d
. ‘ Buttons. R o- « =- @ ) , .
* Asset Manager responsible for MOR NOTE: DO NOT use the SHARE button located in the top right corner, as it is to share the entire page R R o i o o see exactly what's required and what may be
= « SharePoint itself, not a specific folder. O wbes
A new window will pop up with several options for sharing the folder. Click on # s [ ln;kplhrr\-ll: the Polder Emmple” mith you. - Eric Ryder sbared the Iokder ‘Exmel P
* Fewer RIH staff on site 0 saoocen agedl - . .
. N . > s ies directly into the folder, completely
sh o ) ) = People in Rhede Island Housing with
B « Shorter physical inspections / implemented use of |: = s B ow
InspectCheck software the link can view and change it to: . e ID O WO e ans a1 ﬂ.ﬂﬂﬂELﬂLFﬂ]ﬂhlEﬂﬂLEﬁ_.—
« If possible, combining Tax Credit i ions with th ~, . o - - -4
. /h M%?%SSI e, combining Tax Credit inspections wit| tg/h R;?L_’| Specific p(,‘ol:lle
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Dedicated COVID-19 Webpage

Buyers  Owners  Renters ?S n Partners  About Us Mortgage Login O

PROPERTY MANAGERS 7 AGENTS
COVID-19 RESOURCES

Please see the following page for the most recent COVID-19 guidance for multi-family properties. We understand that the situation, and

guidance, is changing frequently. We ask that you check this webpage regularly for up to date information. Visit our general COVID-19

information here.

COVID-19 Confirmation

IMPORTANT
DOCUMENTS Report confirmed cases of COVID-19 on site to RIHousing by accessing the form below. Please report

e HUD Multifamily FAQ each unit separately.

e Quarantine Advisory

e Quarantine COVID-19 CONFIRMATION FORM

Addendum for Lease

or Rental Agreement

, RiskShare/Tax Credit/HOME/Mortgagee/UPCS Inspections and/or Monitoring
e Annual and Interim

Recertification Real Estate Assessment Center (REAC) Inspections

Dedicated COVID-19 webpage for multifamily owners
Replacement Reserve Inspections and managers allows us to share information, updates
and resources to this audience.

Protocol during

COVID-19

e |RS Guidance Tenant Evictions

regarding LIHTC

Financial Support for Multi-Family Owners and Renters

Program




Series of e-newsletters
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Series of e-newsletters with important updates and information.

“housing
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You Are Invited!

The_Department of Housing_and Urban Development (HUD) is hosting a webinar

that will focus on cleaning and disinfecting to protect individuals residing in HUD-

assisted multifamily properties.

A representative from HUD's
Multifamily Housing in conjunction with
representatives from the CDC and
Washington State Dept. of Health will
deliver presentations on their interim

Representantes de HUD OLHCHH y el
CDC conversaran sobre las guias
interinas para la proteccién de los

residentes en propiedades

guidance on fac”lty C|eaning When a multifamilial‘es CuandO eXiSte 0 se
person with coronavirus infection is sospecha que hay una persona
present or suspected. infectada con el coronavirus.
ENGLISH ESPANOL

Monday Miércoles

May 4, 2020 6 de mayo del 2020

1:00 pm - 2:00 pm EST 1:00 pm - 2:00 pm EST

[ REGISTER HERE! ]

[ REGISTRESE AQUI! ]

Advance Questions

Preguntas

housing

Para leer este correo electrénico en espaiiol, por favor desplazarse hacia abajo.

We hope you and your family remain safe and healthy. Here at RIHousing we are
committed to supporting the families we serve during this health and economic
emergency.

Information on Evictions

We wanted to share this important information with you regarding evictions. At this

time, until after April 17th, Rhode Island courts have stopped hearing all non-
essential matters, including evictions. Even if a landlord files an eviction, the courts

are not hearing them until after April 17th,

Below please find links to an FAQ in both English and Spanish that provides more
information on evictions:

[ HOMES RI English FAQ ] [ HOMES RI Spanish FAQ ]

Community Resources

The Rhode Island Coalition for the Homeless have compiled an extensive list of

community resources. Please click here to review this list, and please share widely.

RIHousing HCV Program Updates

As you may know, the HCV Program is working remotely with limited staffing but we

are here to help you with the following:

’mjsmg

Dear Property Managers: Please share the below information with your residents.

Do you receive SSI benefits?

Do you have children under 17?

Actby MAY 5 to get your stimulus payment and

the payment for your children.

You've heard that adults receive $1,200 in stimulus payment and $500 for each
child. SSI recipients will get their payment automatically, but to get the stimulus
payment for your children right now, you need to register on the IRS website
by May 5.

If you don't register, you will get your payment, but you won'’t get the payment for

your children until 2021 — after filing a 2020 tax return.

It’s simple to register.

https://lwww.irs.gov/coronavirus/non-filers-enter-payment-info-

here

¢ Recibe beneficios de SSI?



Site Reporting

Electronic reporting system for owners and managers to

communicate all known Covid-19 cases at properties.

COVID-19 - Site Reporting

Flegse complete one form for each unit or employee that you are reporting.

Froperty Informeation

Bevelopment Hame ©

Develnpment Type ©

Addreas -

Chy *

Total Mumber of Tenans in Davelopiman

COVID-18 Event Informatio

GV2020

47

Humber of Sites with
Confirmed Cases

HNumiber of Site S1all
Allected

Numiber of Site Staft

Hoepitalized

Hurmber of Site with Staff
Fatalities

Sites with Confirmed Stall Cases

Sites wilh Siall Hospilalized

Sites with Staff Fatality

(22) COVID-19 Snapshot - Smartsheet.com

64

Humiser of Houssholds:
Affected

21

Humier of Residents
Hospitalized

3

Humber of Sites with Resident
Fatalities

68

COVID-1% Confirmed Cases

Sites with Confirmed Tenant Cases

Sites with Hospitalized Residents

Sites with Resident Fatality
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Collected data has been summarized and provided to senior
management and partners.

The success of these efforts would not have been possible
without the team effort that went into collecting Site Contact
Information earlier this year. Management agents were
provided with an online form to submit their current contact
information.

Without this tool (which took much effort to complete after
most of the team was sent home in March), we wouldn't have
the comprehensive dataset that can be easily updated. We
share the link to the tool via emails as well as posting to our
agency website, allowing for “real-time” reporting and
updates. Previously, we had to shuffle through
property-specific files for that contact information if we
weren't familiar with the property.
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Online Tools

Fully electronic certification system for our HCVP families

Cooling Informatian

e do you sty as coal?

Online portal for our HCVP Owners/Agents to update payment account information and get

Indinee whather thers in & saalng ayasem ourremby n place.

b

| reports on payments issued to them

b the ceelng systes available it usits, common sedd of bolh? Salect allthat apsdy.

Unit Cookng Detsils

|
Indicare how the wnita see cooked. Selact all shan apply. ‘
mct - . Menu ~ @ (=

Cammen Sswa Coolimg Detals

 the cammen amas are cocled. Salect allthat apply Logged in as: Jeff Johnson - 430 South Fairview Ave

Compliance Management

Sekat

who Far o) the 2 QUICK LINKS
rI OUSIng "cl::.;y'"c ;: ':?:.?:'I:.a:‘r!crl:\'l\le-{'.:':ty' In thee i, » » n ‘

»
3 i 2 2 Caseworker:
Summertime Cooling - R & & ¥ P Martha Bueno (401-457-1266) (
JC Fee Pad by Tenant?
:.h.-.-,.... v o ae omd n fa My Certifications Apply to Waiting Lists My Waiting List Status PHA Custom Page Update My Contact Detalls
seker - Search All Compliance Dashboard

Annual AG Cogt
Whia i the anmal unicair condiioner foe?

-, U V UPCOMING EVENTS Results are as of 06/30/2020 05:00 PM Refresh Dashboard Data
Waten

fa there 2y otherinfarmanon pou feel migh s Relpfils Contact Us Attachments Save My Spot March 2019
1 RENTCafé PHA Applicant
ANNOUNCEMENTS x Workshop
ey
O3 Attention Applicants! Waiting List Purging In Process. Dear Waiting List Applicant, April 2019
Bummertimo Coolmng ]
S Y U L R ———— The Yardiville Housing Authority has recently purged the following waiting lists: Housing Choice Voucher 10 \:O“?'”QLChO(';e Voucher Search All 2 2 O 8
(HCV) , Public Housing (PH), Project Based Voucher (PBV) aiting List Opening . H 1 1 1
Search Applications Applications Letters Applications
If you see a 'Save My Spot' icon, you are included in one or more of these waiting lists. Your response is Are Pending Are Unanswered Have Unreviewed Docs

required to remain on the waiting list. You will receive an email confirmation after you respond

If you do not see ‘Save My Spot’ please disregard.

Thanks,
Yardiville Housing Authority

Compliance Application

Annual Recertification

Application Progress 100%

Language Selection

Welcome Page Upload Documents Take me to the Summary

Household Members Welcome to your annual recertification.

Emergency Contact
Income Information

Asset Information Let's get started...

Expense Information

Final Review & Submission Compliance Certification Dashboard
Designed and facilitated an online survey related e —
to the cooling amenities at multifamily properties. =) o =, —

Workflow ‘ Recertification N ‘

. . . .
D ata fro I I l t h I S S u rve I S b e I n u S e d b Va r I O u S Equal Housing Opportunity Statement: We are pledged to the letter and spirit of U.S. policy for the achievement of equal housing opportunity throughout the nf . X -
Waiting_List l ‘

affirmative advertising and marketing program in which there are no barriers to obtaining housing because of race, color, sex, religion, national or ethnic origin|

disability. Batc_hId [ ‘

state agencies to assist in designing programs to Satus € Between [ g [ |8
aid residents (particularly elderly) with securing
cooling systems in their living units.

Save and Continue - -
Reexam Due Between ‘ ‘ﬁ -to- ’ ‘ﬁ

‘ Go : Clear




Online Tools

Live Online Events for HCV
Landlords and Tenants

In lieu of in-person meetings and
trainings, we launched “live” online
Chats for HCVP landlords and tenants
with members of our Leased Housing
team available to answer questions.

6 RIHousing Renters Live Chat

Hi there! Are you a renter? Want
to chat with a team member from
RIHousing? Please tell us your

name and what we can help you

with today.

6 RIHousing Renters Live Chat

Hi there! Are you a renter? Want
to chat with a team member from
. RIHousing? Please tell us your
Write a message

name and what we can help you

with today.

Write a message

Multiple ChatBots on our
website to provide customer
service.

- HCV Program Renters

- PBCA Section 8 Contract
Administration

Special Achievement: COVID-19 | Going L.E.A.N. To Innovate During a Pandemic

RENTER PROGRAMS

Buyers  Owners  Renters ?S n Partners

Looking to rent a home?

CENTRALIZED WAIT LIST

FIND AN APARTMENT

Need Emergency Housing Assistance?

United Way 2-1-1 in Rhode Island is a 24/7 social and human services helpline that offers free and confidential referrals to pr

Espafiol

About Us Mortgage Login 0O

< Rental Housing ChatBot

Do you have any questions? I'm happy
to help.

| am a robot. | can help you find
answers to your questions. How can |

help you today?

| am a resident of a subsidized building
with an issue or question.

| am an owner/agent of a PBCA property. l

| am applying to subsidized housing or |
would like to.

throughout the state. Dial 2-1-1 for immediate assistance from a specialist or visit their website for more information.

If you are homeless, please call Rhode Island Coordinated Entry hotline

At (AN1) 277-4316

L e = e e
P14 P AR AP 8 i i iy ek
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7 kil M Tong P SENEAT pa
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| am applying to subsidized housing or |
would like to.

4 @ Rental Housing ChatBot
pp—

Rental Housing ChatBot

Which of the following can | help you
with?

I'm wondering how to apply.

l I'm wondering where | am on the waitlist l

| applied for subsidized housing a while ago
- why am | still waiting?

PBCA Chat Bot Weekly Usage
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PBCA PBCA ChatBot Analytics

Total Started Chats: 476

PBCA Chat Bot Analytics by Response
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. | am a resident with a question
1:am an owner/agent of a PBCA property
. | am applying for subsidized housing




	Special Achievement COVID_FINAL.pdf
	HOW GOING LEAN HELPED US SUCCEED
	STREAMLINING PROCESSES TO SUPPORT PROPERTY MANAGERS/AGENTS AND TENANTS
	BOLD AND INNOVATIVE RESPONSES TO CHALLENGES OF COVID
	IMPACT TO DATE
	RESPONSE
	…And our work has paid off:
	WHY IT’S AWARD-WORTHY

	Special Achievement COVID_04272021.pdf
	Special Achievement COVID_FINAL.pdf
	HOW GOING LEAN HELPED US SUCCEED
	STREAMLINING PROCESSES TO SUPPORT PROPERTY MANAGERS/AGENTS AND TENANTS
	BOLD AND INNOVATIVE RESPONSES TO CHALLENGES OF COVID
	ENSURING DATA SECURITY AND INTEGRITY
	IMPACT TO DATE
	RESPONSE
	…And our work has paid off:
	WHY IT’S AWARD-WORTHY

	SpecialAchievement_COVID19_supplement_2021.pdf




