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Today’s Presentation
.

How is the information you are collecting from residents helping you to
shape your priorities for programming and engagement?
.

We will discuss considerations for survey development and resident engagement:
•
•
•
•

Identifying Outcomes Measures - What types of voluntary information demonstrate impact AND feel useful?
Accessibility -- Survey distribution strategies, formatting, and access
Survey Burden -- Surveying frequency and privacy concerns
Resident Participation -- How resident feedback can shape data collection, program priorities, and help you
evaluate impact

Practitioner Perspectives: Hear from two CORES- certified organizations about how they are using
surveys to collect resident feedback & understand resident services’ impact
Q & A – please ask us your questions using the Q&A function!

Resident Services Framework & Resident Outcomes
Q: When do
organizations and
properties collect and
evaluate resident
outcomes in the
framework?

Resident Outcomes & Survey Data as part of CORES
CORES certification recognizes owner-operators and third-party providers
that have developed a robust commitment, capacity, and competency in
providing resident services coordination in affordable housing communities
Two specific CORES Threshold Documents often utilize data provided
through resident surveys
(1) Resident feedback & priorities
The Resident Opportunities & Priorities Assessment aggregates
resident demographics and direct feedback/data to ground services
in resident-driven priorities.
(2) The impact of resident services
The Resident Indicators & Analysis Report is an organization’s
opportunity to assess how it is doing in relations to its property and
organizational level goals.

Nicole Manchester

Director of Data & Analytics

Stewards of Affordable Housing of the
Future (SAHF)

Cycle of Data – from Planning to Storytelling
Strategic
Planning & Data
How do I use the data
to tell a story or
communicate a
message?

Data Storytelling

How do I generate reports
on the data?

Data Reporting

What data do I need now? What
might I need five years from now?

Data Collection

Data Quality/QA

What are the best
methods for collecting
this data?

What are my processes for
ensuring its accuracy?

Data Collection
What kinds of data are we collecting?
Resident Data
•
•
•
•

Resident Surveys, Interviews, Health Assessments
Resident Demographics and other data from property mgmt. systems
Qualitative info from focus groups or resident meetings
Partner Data or Administrative Data

Program Data
•

Data/information on the types, frequency and uptake of services and programs

Community Data
•
•

Data to understand the context of the neighborhood and identify
community partners, resources and assets
Data to provide appropriate benchmarks for resident data

Various Ways to Collect Resident Data
There are various ways to collect resident information or data, with
strengths and challenges associated with each:
 Resident surveys (paper or electronic, portfolio-wide or targeted)
 Interviews with residents (could involve administering survey in-person)
 Assessments (part of a case management approach)
 Focus groups or community meetings
 Resident stories, case studies, lived experiences
 Utilizing data from other sources, such as property management
 Other…?

Today we will be focusing on surveys, but they are not the only way
to collect resident data!

Connecting Data Collection to Strategic Planning
• Any resident data that is collected should be tied to or connected to your bigpicture goals or “north star” for resident services
• Why are you providing and investing in resident services?

• Working backwards, how will you measure progress towards these goals? How
will you know if you’re succeeding? Developing a logic model or theory of
change can be helpful.
Inputs

Outputs

Outcomes

• If you keep the strategic plan or big-picture goals at the heart of your data
collection, it may help you avoid “survey creep” – in which questions are added
to the survey in an ad hoc way, based on what a particular funder wants to
know, or what a particular senior director is interested in, or what happens to be
the topic “du jour”
• Although we recognize that keeping funders happy is what keeps the lights on!

Theory of Change
Example theory of change from Preservation of Affordable Housing (POAH), found here on the CORES library:
https://coresonline.org/sites/default/files/documents/poah_framework_for_community_impact.pdf

Types of Survey Questions
Based on what we’ve seen among SAHF members and CORES certified organizations,
survey questions often fall into four buckets:
Demographics &
Identifiers
• Questions about
respondents’ race,
gender, age or other
characteristics
• Could also include
identifiers like property
type or name, or unit
number (depending on
whether survey is
anonymous)

Resident Interests &
Needs
• Questions about
resident interest in and
need for various
programs & supports
• For example, “Which of
the following programs
are you most interested
in attending?” or “What
time of day works best
for you to attend
programs or events?”

Short-Term Outcomes &
Resident Satisfaction
• Questions that assess
residents’ well-being or
progress in a short or
immediate-term horizon
• For example, “Do you
have health insurance?”
• Questions about
resident satisfaction with
the property, programs,
and/or staff
• For example, “Would
you recommend this
property to a friend?”

Long-term Outcomes
• Questions that assess
residents’ long-term
well-being, health,
stability, security, etc.
• For example, questions
that ask about overall
physical or mental
health; educational
advancement; asset
building & employment,
community engagement,
etc.

Guiding Questions to Develop your Survey
1) Anonymous or not?

--Anonymity may help residents feel like they can answer honestly, without fear of negative consequences; however,
service coordinators will not be able to follow up with specific residents to address their needs, and organizations cannot
assess impact or progress over time for specific residents

2) Paper or Electronic?

--Paper surveys continue to be popular due to their ease of distribution, as well as the obstacles of low rates of internet
access among residents and missing/incorrect email addresses on file by management. However, electronic surveys
enable faster processing of results, and skip logic, among other benefits

3) Frequency: Rolling, Annual, Biannual (or other)?

--Some owners administer rolling surveys timed with certification to capture as many families as possible, other
administer annual or biannual surveys. Biannual surveys may be sufficient for data that is unlikely to change year to year
for most residents (such as health insurance coverage)

4) Uniform or Customized?

--Some owners have the same survey across all service-enriched properties, which allows for aggregate and crossproperty analysis, while others allow regions or specific properties to customize surveys to meet their unique
needs/populations.

Other Survey Issues to Consider
 Survey Length

--The longer the survey, the more likely residents will not finish it, or will not be willing to take the
survey year after year. Some owners find it helpful to set a maximum survey length (e.g. 2 pages)
and then figure out which questions will fit within the space.

 Sampling

--Some owners are experimenting with rough sampling, to attempt to capture a more
representative population than the residents with time/energy to always complete the survey. This
can be challenging in practice.

 Incentives

--It can be helpful to provide incentives to residents to complete a survey (such as entry into a
raffle/giveaway, or food at a survey-taking event) and/or incentives to property staff to reach a
certain goal/target for survey completion

Resident-Centered Approach to Data Collection
Taking a resident-centered, equitable approach involves considering the burden of
data collection on residents, considering how residents may feel under pressure to
answer surveys or answer in certain ways, and considering how to include resident
voice in the data collection and evaluation process, from start to finish.
Considerations related to this might include:
 Incorporating resident feedback and voice into the cycle of data collection
 Emphasizing that surveys are voluntary and not related to housing status
 Minimizing the amount of data collected (reducing burden on residents)
 Considering processes for data security (protecting resident privacy)
 Giving aggregated data back to residents in supportive, asset-based ways
 Obtaining resident consent for data sharing

Resident Agency & Participation in Data Collection
drawing from Participatory

Action Research…

“a collaborative approach to research that involves all stakeholders throughout the
research process, from establishing the research question, to developing data collection
tools, to analysis and dissemination of findings."

Could include
resident input on the
design of the survey,
through focus groups
or resident meetings

Could include resident
involvement in the
administration of the
survey (recruiting survey
ambassadors, for example)

What else?

Could include resident input
on the interpretation of the
survey results, during
meetings where survey results
are shared with residents

Sharing Data Back with Residents
After we’ve collected and analyzed survey data, how do we share the “findings” with residents in
a way that builds trust and communicates that we appreciate their input?

Consider a Variety of
Formats

Some people are visual learners, some auditory – consider having posters,
handouts, presentations, even games to help residents engage with the data

Highlight a Few Key
Points

Rather than listing all the results, focus on a few key
data points that seem important to residents

Identify
Assets/Strengths

Surveys often focus on resident deficits
and needs – also try to highlight
community assets or strengths

Frame as a Dialogue and
Ask Questions

Pose questions to residents
and invite their feedback

Additional Resources: Healthy City’s "community research toolbox" at www.healthycity.org/cbpar-toolbox/
has a Community Research Toolkit and a Participatory Asset Mapping Toolkit.

Katie Carroll, Ph.D.

Director of Research and Evaluation
The Community Builders, Inc.

TCB Community Life Questionnaire (CLQ)
•

First collected in 2016 (6 sites), now collected at all (54)

•

Consulted strategic goals, grant requirements, and levers for
support
•

Where possible used existing, validated items

•

Electronic collection only

•

Rotating 30% Target Resident Lists

Using the Data
•

Community Success Plans

•

Programming

•

Direct supports for residents

•

PowerBI dashboards
•

Closer to real-time updates

•

Data summaries

•

Lists of residents in need of support

Lartesha Chaney

Resident Services Coordinator
Decatur Housing Authority

Survey Design & Implementation Process
• Survey platform
• Ensuring confidentiality of residents
• Survey development (incl. feedback from partners)
• Engaging residents & sharing survey results
• Cycle of outreach

Survey Questions
Categories of survey questions:
•
•
•
•
•
•

Resident demographics
Internet device access
Transportation
Contact method
Dates & times for activities
Interest in services by type of
services (children vs adults)

•
•
•
•
•

Participation in services
Perceptions of community
Access to health insurance
Open response
STAR program (participation &
impact)

Program Impact Example:
Aftercare funding for DHA Pre-K students
• Survey showed 48 of the 72 families with children under 5 were not
enrolled in any head start, pre-school, or daycare program
• Found families opting out due to cost, location, afterschool options,
and lack of knowledge on benefits of early education programming
• With case from survey, DHA was able to secure funding to provide
early childhood education referrals and transportation for families

Questions and Comments?

Helpful Resources
CORES Resource Library & COVID 19 Resource Page

Find practitioner-developed templates & tools as well as new research & resources
at coresonline.org/resources

Quarterly Newsletter

Sign up to learn about the latest resources, upcoming trainings, and other industry
news at coresonline.org/newsletter

Webinars

Subscribe to our newsletter for updates on upcoming webinars, or view past webinars
on our CORES YouTube Channel or at our CORES Resource Library

LinkedIn & Twitter

Find us on LinkedIn by searching ‘CORES Certification’ or on Twitter @CORESCertified

THANK YOU FOR JOINING!

Visit: www.CORESonline.org
Contact: cores@sahfnet.org

