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management and resident services staff
to maintain a healthy balance between
the two perspectives, with the success
of the resident the ultimate objective.
Staff collaboration is part of the culture
of the survey participants. Some even
have joint accountability of property
management and resident services staff
to achieve property performance goals.
These range from vacancy control and
minimizing resident turnover to
achieving specific housing quality
standards.

Key findings:

Best practices in property management and
resident services interaction include:

 Clear separation of functions, often
memorialized in a formal document

 Strong communications with regularly
scheduled meetings

 Clearly-articulated goals for both property
performance and resident success for
which both functions are held accountable

Employing Residents of
Supportive Housing

Over half of the respondents (62%)
make it a practice to employ residents
of supportive housing or other
individuals with special needs in
property management or resident
services positions. The positions most
frequently filled by residents are those
for entry-level desk clerks and
custodians. Most organizations that
employ residents have a strict practice
of not employing a resident at a
property where s/he lives.

Respondents were quite ardent in their
opinions about hiring or not hiring
residents. For proponents it was a
stated part of their mission or culture.
They actively sought the resources and
staff necessary to support these
employees. They also had a number of
strict rules surrounding their interaction
with residents. For opponents, their
reasons for not hiring residents were
compelling. They wanted to avoid the
conflicts related to being both an
employer and the landlord of a resident.
They lacked the organizational structure
and/or funding to train and supervise
resident employees. They were
concerned about the ability of resident
employees to enforce rules and
boundaries.

Key findings:

Supportive housing managers who employ
residents:

 Have the employment of residents as a
central component of their organization’s
mission and culture

 Employ residents most often as desk
clerks and custodians, and sometimes as
peer counselors

 Generally do not allow residents to work in
the same buildings in which they live

 Have very specific and strict rules
regarding resident employees interaction
with other residents


