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Certified Organization for Resident 
Engagement & Services

CORES recognizes owner-operators and third-party 
providers that have developed a robust commitment, 

capacity, and competency in providing resident 
services coordination in affordable rental homes.



Welcome Our Special Guest Presenters!

• Nicole Manchester, Director of Data & Analytics 
at Stewards of Affordable Housing for the Future 
(SAHF)

• Kristie Lowry, Business Intelligence Analyst at 
Community Housing Partners (CHP)

• Carmen Hancock, Vice President of Managed 
Care Relationships, Prospera Housing 
Community Services



Today’s Agenda

 Welcome & Introductions
Welcome from the Amazon Housing Equity Fund

 SAHF’s Overview of the Toolkit

 Practitioner Perspectives: Hear from two organizations about how 
they are putting concepts from the Toolkit into practice

 Q & A: please ask us your questions using the Q&A function!



Nicole Manchester

Director of Data & Analytics
Stewards of Affordable Housing for the 

Future (SAHF)



Stewards of Affordable Housing for the Future (SAHF)
SAHF is a mission-driven collaborative of nonprofit housing providers. We work to advance the 
creation and preservation of healthy, sustainable, affordable rental homes so that every person has 
a home in a flourishing community.



Our Members



12
Non-Profit 
Housing Providers

SAHF by the Numbers

1,900
Multifamily Properties 
Across the U.S.

SAHF properties are located in

49 states
+D.C., Puerto Rico, and the Virgin Islands

145,000+
Rental Homes for Families, Seniors, 
and Special Needs Populations

230,000+
People Served by SAHF Members



1) Going upstream to address root causes or social 
determinants of health, by increasing the supply of affordable 
homes and identifying what is needed for a more equitable and 
healthier environment that improves outcomes.

2) Establishing a framework for a shared understanding and 
practice of quality, resident-centered and data-informed 
resident services, or service-enriched housing.

3) Measuring and evaluating the impact of resident 
engagement, programs, and services through an established 
common list of key outcomes measures.

Q: How Can Housing Support Improved Outcomes?
SAHF’s Resident Health and Outcomes Initiative aims to support greater equity and improved outcomes by:





Outcomes Initiative Measures

Financial 
Stability

Youth & 
Education

Community 
Engagement

Health & 
Wellness

Housing 
Stability

• Early education 
enrollment

• % young adults who 
graduate from high 
school

• % residents who 
complete higher 
education or earn 
postsecondary degree

• % residents who feel 
safe in their building

• % residents who feel 
safe in their 
neighborhood

• % residents who are 
registered to vote

• % residents with poor 
physical health

• % residents with poor 
mental health

• % residents who visited 
the ER

• % residents with a usual 
place of care

• % residents who had a 
routine check-up

• % residents with health 
insurance

• % food insecure

• % employed residents
• Change in income and 

earned income
• % residents who 

gained employment
• Change in assets
• % unbanked 

households
• % households with 

increased income
• % households with 

increased assets

• Median duration of 
residence

• % households who 
moved out for 
negative reasons

• % households who 
moved out for 
positive reasons

• % households with in-
unit internet and/or 
access to a computer



Toolkit Origin Story

DATA & 
OUTCOMES

SYSTEMS & 
PRACTICES

A Toolkit for Resident-Centered Outcomes Measurement in Affordable Rental Housing



contact@sahfnet.org

 Published in February 2023

 Created with the support of the Amazon Housing 
Equity Fund

 This Toolkit brings together over a decade of 
SAHF’s work around resident outcomes to provide 
guidance on approaches to services that are 
outcomes-driven, equitable, and resident-centered.

 Audiences: This toolkit may be particularly useful 
to housing and services providers seeking to scale 
or refine their services programs, housing providers 
seeking to add or better integrate outcomes 
measurement with services, or funders of housing 
and services.



Components of the Toolkit

I. About the Toolkit &  
SAHF’s Work

II. Steps in the Cycle of 
Impact Measurement

III. Resources and 
Appendices



Toolkit Highlight

VOLUNTARY RESIDENT SURVEYS & ASSESSMENTS: WHO, WHEN & HOW? (pg. 12)

STEP 2 Collect Resident, Community and Program Data

Who: Anonymous vs Identifiable Surveys

Who: Considering Bias in Survey Responses

When: Timing and Frequency of Collection

How: Online versus Paper Surveys

How: Interview-Style Surveys

How: Third-Party Survey Administration

TIPS FOR BOOSTING SURVEY RESPONSE RATES



Resident Demographics

Resident Priorities, Goals & Needs

Participation/Engagement (“outputs”)

Short-term Outcomes

Resident Satisfaction

Long-term Outcomes

VOLUNTARY RESIDENT SURVEYS & ASSESSMENTS: WHAT TO ASK?

We generally see six 
buckets of questions 
that are included in 
resident surveys:

Toolkit Highlight



Toolkit Highlight

 Including Resident Voice in Design

 Minimizing Survey Burden

 Protecting Resident Data

 Disaggregating Data [by Race & Ethnicity]

 Sharing Data & Engaging Residents in Interpretation

 No Data without Stories

Resident-Centered Approach call-outs…



• Appendix A: Sample Organization Logic Models

• Appendix B: Mock Program Delivery Data Report

Toolkit Highlight
Lots of resources in the Appendices…

• Appendix C: Abbreviated Table of SAHF 
Resident Outcomes Initiative Measures

• Appendix D: List of SAHF Outcomes Initiative 
Measures with Details

• Appendix E: Resident Data Privacy Tip Sheet

• Appendix F: Resident-Centered Approaches 
Tip Sheet



Kristie Lowry

Business Intelligence Analyst 
Community Housing Partners (CHP)



To create homes and communities that are healthy, sustainable, and affordable
Our Mission: To create homes and communities that are healthy, sustainable, and affordable. 

Kristie Lowry
Business Intelligence Analyst



Founded in 1975, Community Housing 
Partners serves low-income individuals and 

families across the Southeast and Mid-
Atlantic through its mission to create 

homes and communities that are healthy, 
sustainable, and affordable. 

Build     Empower    Sustain

Multifamily Development
Construction

Property Management
Asset Management 

Resident Services
Homeownership

Research and Training
Weatherization and Utility Programs

Real Estate Development Energy Solutions Housing Services



 Survey developed to inform the work 
of Property Management, Resident 
Services, and Asset Management 
departments at a property, and 
questions created in collaboration 
with representatives from them

 1/3 of multifamily portfolio surveyed 
each year

 Internal property stakeholder debrief 
conducted after surveying is complete 
at a property

 Overview of all results shared with 
Executive Team after all property 
debriefs complete

Resident Survey Overview



Resident Surveying Debriefs

Survey 
Debrief

Resident 
Services

Property 
Management

Asset 
Management

Multifamily 
Leadership

Other CHP 
Leaders



Resident Survey Debrief Content



Debrief Participant Feedback
WHAT’S GOING RIGHT

 Effective and informative
 Appreciate the collaborative and roundtable approach
 Stakeholders from multiple departments in one “room” to talk about what’s 

happening at a single property
 Provides positive reinforcement to the onsite leaders in a non-judgmental way
 Helpful to have the post-debrief reports and meeting notes

AREAS FOR GROWTH

 Develop a method for tracking action items that come from the meeting 
beyond post-meeting notes

 Ongoing question development based on common themes identified during 
meetings

 Surveying should take place earlier in the calendar year to inform property 
budget development



Carmen Hancock 

Vice President of Managed Care Relationships 
Prospera Housing Community Services



Tools & Approaches for Resident-
Centered Outcomes Measurement in 
Affordable Housing
PREPARED FOR
SAHF/CORES Webinar – Resident Outcomes
February 28, 2023
Carmen Hancock
Vice President of Managed Care Relationships



What will open opportunities for deeper impact and transformational change within our 

communities?

 Intentionally focus on “high leverage” areas that will have the greatest impact.

Focus on “root causes” (upstream or root cause interventions).

Pursue funding opportunities and partnerships that align with your mission/vision/values.

 Identify Primary Stakeholders

Don’t Get Lost in the Process…
Focus on YOUR MISSION!



Identifying Stakeholders

 Which organizations, people, legislative bodies, groups, etc. are the primary support 
or contributors to us achieving our goals? 

 Which organizations, people, legislative bodies, groups, etc. are the most impacted 
by our work?

 How do we leverage, maximize and get “buy-in” from the primary stakeholders?

 What resources do the stakeholders have access to or what barriers/roadblocks can 
they help alleviate?

 What are the key areas of focus and desired outcomes of the primary 
stakeholders?

Primary Stakeholders will be unique to each organization.  Stakeholders can be major 
funders, critical partners, local governments, residents, key staff…or whomever is vital to 
furthering your mission and delivering meaningful resident outcomes.



Stakeholder Engagement
“Nothing FOR me, WITHOUT me”

 Resident Centered Outcomes

 Residents are OUR Subject Matter Experts

 Persons with Lived Experience are critical in guiding and informing which outcomes are 

important.

 The experiences, insights and recommendations of people with lived experience cannot be 

underestimated or overlooked and should be central to our work.

 Organizations cannot be siloed in their approach to help the community.  It truly takes a diverse 

group of voices and networks to create an upstream approach to help others. 

 Methods

 Surveys

 Resident Led Focus Groups

 Community Meetings

 Direct Resident Feedback



Resident Led Focus Groups
• Engage with identified residents who have already stepped up as leaders and 

advocates in their community(ies).

• Provide mentorship and development opportunities.

• Embolden resident leaders to invite other community members to participate in 
focus groups that they will lead.

• EXAMPLE:  Trauma Informed Design In Affordable Housing Focus Groups 



Focus
Clarity

Intentionality
Absence of Focus = A Recipe for Disaster!

 Identify the endpoint. Knowing where you are going is the first step to
getting there.

 Emphasize evidence-based strategies and practices
 Clarify your intent by defining with precision….

 What do we want to achieve or prove?
 What are we trying to change or impact?
 What exactly are we trying to measure?
 How will we know when we are successful?

 Focus on 2-3 specific data points that will serve to measure or prove outcomes
 Objective
 Relevant
 Intentional

 Pinpoint data sources and assign responsibility for data collection



2 3 41

Example

1. Definition of Focus 

2. Precise Statement of Desired Outcome

3. Data Driven Outcome Measurements

4. Clarity in Method of Data Sourcing



Be Realistic!! Organizational change and growth requires patience and persistence and 
true impacts can take a long time to prove!

Intentionally focus on areas that will have the greatest impact

Persons with Lived Experience (Residents) are critical in guiding and informing which outcomes 
are important

Make decisions with focus, clarity and intentionality

Celebrate your successes!

Continuous Quality Improvement is KEY
 Gather Data and Feedback
 Analyze Data and Feedback

 Has progress towards outcomes been made?
 What needs to change or stay the same?

 Continue to ask relevant and meaningful questions with 
the intent to take action

 Implement changes and start the process over!

Final Thoughts



Discussion



Helpful Resources

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

CORES Resource Library & COVID 19 Resource Page
Find practitioner-developed templates & tools as well as new research & resources 
at coresonline.org/resources

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



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

THANK YOU FOR JOINING!
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