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2023 Property Services Plan 
Last Updated: January 31, 2024 

 
In 2024 we restructured our Theory of Change to align with the CE Strategic Priorities 
that guide our work. Our team of Resident Service Coordinators (RSCs) provides targeted 
services and coordinates on-site programming to improve resident outcomes across five 
strategic priorities: housing stabilization, community building, senior: health & wellness, 
family: economic mobility & education, and family: youth enrichment. For each of these 
strategic priorities we have identified goals and success metrics that align with our 
outcomes-based approach. We are also striving to implement more trauma-informed 
approaches to how we engage with residents, for example how we are implementing our 
Beacon Housing Stabilization Plan (HSP).  
 
Beginning in Q3 of 2024, our CE Property Services Plan templates will be restructured to 
better align with our Theory of Change and will include four main components. The Site 
Profile (updated annually) is a snapshot of the property with a brief overview of the site 
amenities and resident demographics. The Annual Strategic Vision (updated annually) 
outlines the following for each strategic priority: goals; key characteristics (residents’ 
opportunities, desires, needs, challenges, feedback) that inform the approach to 
programs and services at the property; strategic partners; and metrics for success. 
Sources of information for the annual vision include direct resident feedback, review of 
community surveys, resident meetings/focus groups, and information captured in the 
Community Scan and ROPA. The Quarterly Plans (updated quarterly) describe the 
specific programs, targeted services, and coaching to be implemented in the community 
each quarter, as well as the target attendance/frequency, actual attendance/frequency, 
and a reflection and planned changes for the following quarter. Finally, the Partners and 
Vendors section (updated annually/ongoing) documents important contact information for 
community partnerships and facilitates contract monitoring. 
 
PROGRAM GOALS & OUTCOMES 
 
Beacon has developed a comprehensive program to enhance the lives of residents living 
in our communities. At communities for seniors and individuals with disabilities, our 
resident services “Wellness Program” is designed around three core principles – 
improving health outcomes, education, and community building – so residents can 
maintain independence and age in place. Our Wellness Program aligns with social 
determinants of health strategies that believe integrating housing and health services is 
critical to supporting independent living and housing stability among our most vulnerable 
populations. We implement our strategy across many communities in our portfolio and 
have demonstrated that the provision of an integrated and comprehensive service 
program enables people to remain independent longer, reduces unnecessary 
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hospitalizations and hospital readmissions, thus reducing costs to the health care system, 
while also improving the residents' quality of life. By implementing a comprehensive 
Wellness Program, we are supporting residents to live healthier, more productive, and 
independent lives.  
 
At each of our senior sites, the Wellness Program is customized to meet the specific 
opportunities and needs of the community  and is regularly updated to support residents’ 
evolving goals, aspirations, opportunities, needs, and challenges. The RSC coordinates 
targeted services and on-site programming across three strategic priorities: housing 
stabilization, senior: community building, and senior: health & wellness. The Community 
Engagement Department has identified the following strategic priorities/goals, metrics, 
and outcomes, to be implemented through the revised Property Services Plan template 
starting in Q3 of 2024 and through the revised Beacon Community Survey in 2025: 
 
Housing Stabilization *note, Beacon-wide implementation of HSP began in 2023 

• Goal & Metrics: RSCs do outreach to residents, make relevant referrals, and assist 
residents as needed to preserve resident’s housing stability and to prevent court 
action due to nonpayment of rent.   

o # of residents RSCs did outreach to regarding nonpayment of rent 

o # of residents RSCs assisted to help resolve nonpayment of rent (follow up) 

o # of emergency rental assistance applications submitted 

o # of residents successfully enrolled or re-enrolled in benefits / entitlements 

o $ amount of rental assistance secured on residents’ behalf (tracked by PM) 

• Outcomes: Reduction in nonpayment court actions and evictions. Property 
cashflow increases due to rent payments, rental assistance, and benefits secured. 
Residents are stably housed, and tenancies are preserved, leading to decreased 
unit turnover. 
 

Senior: Community Building 

• Goal & Metrics: Reduce Social Isolation – seniors to feel connected to others, have 
someone to turn to, and feel valued in their community. Note, throughout 2024, 
we are revising our Beacon Resident Community Survey to align with our 
Community Engagement strategic priorities and our outcomes-based approach to 
resident services. We expect the new survey to go live in 2025. 

o % of residents who report having someone to turn to when feeling isolated 

o % of residents who report being able to use technology to connect with 
family or friends  
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o % of residents who participate in community events or programs in the past 
year 

• Outcomes: Seniors feel connected to others, have someone to turn to, and feel 
valued in their community. This helps enable seniors age in place, leading to 
increased length of tenancy and reduced turnover. Improved social connection 
leads to improved community cohesion. 
 

Senior: Health & Wellness 

• Goal & Metrics: Seniors are connected to health care services and wellness 
programming that enhances their quality of life to age well in place and remain 
independent longer. Note, throughout 2024, we are revising our Beacon Resident 
Community Survey to align with our Community Engagement strategic priorities 
and our outcomes-based approach to resident services. We expect the new 
survey to go live in 2025. 

o % of residents who participate in health and wellness services or programs 

o % of residents who report receiving services for physical and/or mental 
health in the past year 

o % of residents who report experiencing food insecurity in the past year 

o % of residents reporting that their general health is good/poor 

o # of interactions / residents who received technology support from the RSC 

• Outcomes: Residents are connected to health and wellness services and are 
supported to age in place. Residents report a decline in experiencing food 
insecurity. Residents’ general health is good and improves over time. Aging in 
place means residents are stably housed and tenancies are preserved, leading to 
decreased unit turnover. 

 
TARGETED SERVICES & PROGRAMMING 
 
Housing Stabilization – At Beacon, one of our goals is to work with residents through 
housing stability challenges and help them stay in their homes through collaboration with 
property management staff. Helping residents access resources to maintain stable 
housing is a key component of our resident services approach across all our communities. 

• Beacon Housing Stabilization Plan: The RSC does outreach to residents who are 
behind on rent, makes relevant referrals, and assists residents as needed with the 
goal of preventing court action due to nonpayment of rent. The RSC also assists 
residents with enrolling in benefits – for example: utilities assistance, Social 
Security, SNAP, Medicare / Medicaid – that can impact a household’s living costs.  
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o At this property, the RSC provides one-on-one support to residents to help 
ensure they are paying the correct rent amount through online rent pay. 
This has been a challenge for some residents who are experiencing memory 
loss or who have literacy/language barriers.  

o As needed, the RSC helps residents who have rent arrears apply for 
emergency rental assistance. The RSC may refer residents to the local 
housing assistance agency for additional resources or support. 

• Coaching, Referrals, and Service Coordination: As needed, the RSC provides 
one-on-one lease education and coaching (e.g. for smoking onsite) and refers 
residents to local agencies for additional housing stability services. 

o Senior Center: Representative Payee, Heavy Chore 

o Local Disability Resources Center: Disability Services 

• Programming: The RSC organizes workshops or events to bring local 
stakeholders onsite, which may include bill reduction workshops with utility 
providers (Comcast) or emergency rental assistance workshops with the local 
housing assistance agency.  

 

Community Building – Across our senior sites, our goal is for seniors to feel connected to 
others, have someone to turn to, and feel valued in their community. The RSC at this 
property develops and coordinates a variety of community building events and activities 
throughout the year aimed at reducing social isolation and fostering resident connection. 

• Programming: The RSC develops and coordinates community-building events, 
creating opportunities to bring residents together for relationship-building. 

o Regular Activities include Coffee & Conversations (twice a week), resident 
birthday parties (monthly), movie/documentary showings (monthly), 
religious services (monthly), seasonal arts & crafts (quarterly), and 
potlucks (bi-annual). Special events may include an ice cream social, 
annual Summer BBQ, and holiday dinners.  

o The RSC connects residents to socialization programs offered though the 
local council on aging and the senior center. Programming includes 
educational programming, socialization activities, fitness, healthcare 
services, arts & crafts, and group meals.  

• Civic Engagement: Many residents at this property are civically engaged, and the 
RSC finds ways to support or connect residents to civic engagement opportunities.  

 During election season, the RSC coordinates with local politicians and 
candidates to organize events so residents can meet the candidates. Given 
that many residents are politically active, this helps them  stay connected 
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and informed about community politics. In addition, many residents are 
active members of the statewide Senior Action Council, attending monthly 
council meetings and visiting the state capital for advocacy trips to the State 
House.  

• Resident Leadership: Residents at the property have a strong desire to give back 
and become community advocates within the property and broader community. 

o Each floor of the building has two designated floor captains who are resident 
volunteers that function as liaisons between residents and the property 
management team. Resident Floor Captains collaborate with the RSC by 
welcoming new residents, functioning as the point person for resident 
concerns, passing out flyers, and meeting as a group (quarterly). This helps 
build community and provide welcoming opportunities for residents to share 
information, opinions, and concerns with resident leaders. 

o Residents lead a bingo & pokeno activity in the community room (weekly). 

• Computer Learning Center: To address social isolation and the digital divide 
among seniors, the RSC leads programming and offers one-on-one technology 
assistance in the property’s on-site computer learning center. In addition, digital 
screens are on display at the property to ensure that residents have an easy, 
accessible way to know about all the programs and events in the community. 

o Programming includes group Brain Health Word games using technology 
(weekly), one-on-one Introduction to Streaming sessions (by request), and 
individual computer / smartphone assistance (weekly).  

• Transportation Services: The local supermarket Stop & Shop provides a bus 
directly to the property for shopping (weekly). Other services available to residents 
include the public transit system (bus, paratransit, etc.). 

 
Health & Wellness – At our communities serving seniors and individuals with disabilities, 
health and wellness is a vital component of our resident services approach. Our goal is to 
ensure that seniors are connected to health care services and wellness programming that 
enhances their quality of life to age well in place and remain independent longer.  

• Wellness Office & Preventative Health: The property has a dedicated Wellness 
Office where wellness partners coordinate care for the residents. Given the 
challenges with health care access in the broader community, the Wellness Office 
fills an essential gap by providing an on-site location for residents to access 
preventative health care services. This lowers the barrier to accessing care for 
residents and can help reduce emergency room visits.  

o Wellness Nurse: The Wellness Office is currently staffed by a bilingual 
Registered Nurse. The nurse has dedicated clinic hours every Tuesday from 
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11:00 a.m. – 3:00 p.m. The onsite nurse provides one-on-one consultations, 
assisting residents with their healthcare needs including managing 
medication and chronic conditions. In addition, the Wellness nurse provides 
residents with vitals screenings (blood pressure and blood glucose levels), 
information and referrals, and communications with residents’ primary care 
physicians (PCPs), other health care clinicians, and case managers/social 
workers as needed. 

o Emergency Pendants: Beacon invests in an Emergency Pendant program, 
a monitored medical alert system that helps residents more easily connect 
with emergency services. Pendants are offered and issued to all residents. 
This approach is an essential component of the Health & Wellness strategy 
at the property, given the high number of residents that utilize emergency 
services.  

o Additional Services: The RSC partners with a local primary care 
organization to bring additional Health & Wellness services and 
programming to the property. Based on the Beacon Community Survey, 
residents are interested in more Wellness programming (e.g. fraud 
prevention, fall prevention, diabetes, etc.). In 2024, the organization will 
provide educational programs on these topics in addition to providing onsite 
primary care services to residents who are patients in their primary care 
program.  

• Fitness & Mobility: The property has a rehabilitation and fitness center within the 
building and provides fitness equipment and physical fitness programs.   

o Rehab/Fitness Center: The rehab/fitness center has specialized equipment 
to meet the needs of the community. The room is available for use by a 
resident for private one-on-one instruction with their physical/occupational 
therapist as needed. Having onsite access to fitness and rehab equipment 
makes it easier for seniors and residents with disabilities to adhere to 
physical therapy and fitness regiments. 

o Fitness Programming: The property partners with a local certified personal 
trainer to provide one-hour exercise classes twice a week. Group fitness 
programs include chair exercises with strength training and open gym.  

• Food Security & Nutrition: Nutrition and health meals are an important part of the 
Beacon Wellness Program, both as food security strategy as well as ways to 
address resident’s health and wellness needs. 

o The RSC coordinates 2 breakfast meals per week and 2 luncheons per 
month. Congregate meals offer opportunities for social engagement while 
providing proper nutrition and are provided at no cost to the residents. In 
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addition, meals and snacks are provided as needed for special events such 
as the Summer BBQ, Holiday dinner, etc. as coordinated by the RSC.   

o To further address food security at the property, the RSC also coordinates 
the provision of other resources like Meals-on-Wheels, as well as referrals 
as needed to local food resources like the Salvation Army and church food 
pantries.

• Coaching, Referrals, and Service Coordination: The RSC refers and assists 
residents to other health and wellness services as needed, primarily through the 
local senior services organization. The property has a strong relationship with the 
organization, which is a pillar of the community for elder services.  

 
ADDRESSING LANGUAGE AND CULTURAL BARRIERS 
 
The RSC is adept at making everyone feel welcome at the property, where 28% of 
residents report Limited English Proficiency (LEP) with Spanish being the most common 
language other than English. The property is located in a  diverse, multiethnic, multilingual 
community, so the RSC aims to partner with multilingual service providers. For example, 
the on-site Wellness Nurse is bilingual (Spanish), and other partners have multilingual staff 
on their teams.  

• At our Beacon sites with RSCs, if Limited English Proficiency is an issue, we reach 
out to agencies in the greater community that serve the specific ethnic group 
where the resident may obtain services and assist us with communication. It is also 
a goal of the RSC to connect more assimilated residents of same cultural/ethnic 
background to those with less understanding of English to provide support to those 
residents with language barriers. 

• It is Beacon policy to take reasonable steps to ensure that Limited English 
Proficiency (LEP) applicants or residents have meaningful access to interpreter 
and/or translation services at no cost to the applicant or resident. LEP person(s), 
as defined by HUD, are those who do not speak English as their primary language 
and who have a limited ability to read, write, speak, or understand English. These 
persons may be entitled to language assistance with respect to a particular type of 
service, benefit, or encounter. 

• Beacon provides and will continue to provide interpretation and translation 
services through bilingual employees or third-party vendors. Beacon continues to 
focus its efforts on providing these services for all housing needs to our applicants 
or residents. Beacon’s corporate Compliance Resource Center has instituted the 
use of a Communication Preference Form to ensure meaningful access to 
programs and services. We also maintain a bilingual Beacon staff LEP contact list 
allowing Management and RSCs the ability to get interpretation assistance. We 
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further maintain access to external interpreter and translation options via Cross 
Cultural Communication Systems.

 
STAFFING MODEL & FUNDING 

• Staffing Model: 1 Resident Service Coordinator (Full-Time) 

• Funding Source: Property Operating Budget 

• Total Wellness Program Budget: $XXX (2023) see addendum for budget template 
 
The Resident Service Coordinator (RSC) is an integral member of the property 
management team.  The RSC is full time for 40 hours per week and serves as a liaison 
between residents and property staff, community-based organizations, and government 
agencies, ensuring quality and timeliness of service delivery to the residents. The RSC 
has a Bachelor’s degree with a focus in social work, human services, public health, or 
community development and/or 3-5 years’ equivalent work experience providing services 
in a Housing/Multi-Family housing environment, or a private, non-profit social service 
organization serving youth and families / seniors and people with disabilities.  
 
Our RSCs work closely with the onsite Property Managers and are supervised by a 
Community Engagement Area Resident Services Manager (ARSM). The ARSM is 
responsible for the supervision, training, oversight, and assessment of the RSC at the 
property.  The ARSM meets biweekly in-person onsite with the RSC and conducts virtual 
meetings the alternating weeks. The RSC also participates in regional calls with RSC 
colleagues and the ARSM monthly. Additionally, the ARSM, RSC and Property Manager 
meet monthly to discuss resident issues/concerns, programming, and CE Department 
initiatives. 

Beacon truly values the services and programs that are provided and coordinated by the 
RSC through the Community Engagement Department. Property operating funds cover 
various costs, including the RSC’s salary and benefits; contracted hours with the Wellness 
Nurse; provision of congregate meals; fitness class instruction; and other Beacon resident 
services, programs, and supplies. On occasion, the RSC may coordinate donations of 
food or in-kind provision of programs for organizations serving the local community. 
 
RSC PERFORMANCE GOALS 
 
In 2023, Community Engagement Leadership focused on improving RSC understanding 
and involvement in the budget process and established the Beacon HSP (described 
previously). RSCs were challenged to become better versed in understanding and 
creating program budgets at their respective sites. They utilized a focused budget 
worksheet with established GL codes; learned how to pull budget information from Yardi; 
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conducted reallocations mid-year to keep us on target; and developed proposed program 
budgets for 2024. Implementing a budget protocol for RSCs to follow has helped them to 
be more aware of costs incurred and informed decisions about how to utilize funds most 
effectively. Still a work in progress, we learned a lot about what worked and didn’t work 
well and have made several workbook improvements to make the process more user 
friendly and efficient in 2024. Other goals include: 

• Completion of the Beacon Resident Community Survey with all households during 
the year. 

• Continue to work on outreach to engage resident in program participation. Ensure 
that we are obtaining feedback on all programs to better inform future program 
planning, evaluate through use of tools such as pre- and post- surveys, program 
satisfaction surveys, and/or focus groups as appropriate. 

• Work with residents on compliance issues to assist residents in maintaining 
tenancy. 

• Complete Beacon Resident Intake Assessment with all new Head of Households 
(HOH) documenting in FamilyMetrics. 

In 2024 Beacon standardized performance goals across the property management 
company, including the Community Engagement Department. RSCs have the following 
performance goals for 2024, which are aligned across CE strategic priorities and Beacon’s 
Cornerstones and Core Values. The RSC collaborates with the ARSM to customize the 
following goal statements to be specific for their community(ies). 

• Financial Results – Measured by implementation of the Beacon HSP: The RSC 
Role is to actively identify, outreach, and follow up with residents to address rent 
arrearages and support completion of recertifications. Areas of responsibility 
include at least two outreach attempts to residents in arrears, follow up housing 
stability assistance, benefits/entitlement assistance and accurate HSP 
documentation in FamilyMetrics.  

• Team Environment – Measured by proactive collaboration with property 
management staff (PMs and entire property team). Areas of responsibility include 
meeting weekly with PM and ARSM; proactive problem solving and prioritization of 
work to balance PM and CE goals; CE budget planning and monitoring; and 
participation in Friday Wins, All RSC calls, trainings, and surveys/requests for 
feedback.  

• Resident Experience – Measured by implementation of programs that align with 
CE strategic priorities and are responsive to resident needs and interests through 
adherence to CE property plans over the course of the year. This includes housing 
stabilization; community building; economic mobility & education; health & 
wellness; and youth enrichment. Areas of responsibility include developing and 
planning suitable programs; creating consistent and appropriate outreach and 
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communication with residents about programs and events; coordinating with site 
and partner/vendor staff; and ensuring accurate documentation in FamilyMetrics.  

• Resident Experience – Measured by engaging and building relationships with 
residents, actively working to understand residents’ needs, aspirations, and goals, 
and providing services accordingly. Areas of responsibility include implementing 
Beacon Resident Intake Assessment and Resident Survey; thoughtfully and 
appropriately coordinating resident referrals and resources; processing 
Reasonable Accommodation Requests (RAR); and accurate documentation of 
services and resident outcomes in FamilyMetrics.  

• Industry Partnerships – Measured by identification of best-in-class partners 
based on CE strategic priorities and property needs, development of the 
partnerships and then the ongoing communication and support to keep the 
partnership healthy. Areas of responsibility include completion of community 
resource scan and updating as needed; effective communication and engagement 
with local leadership and taskforce teams; outreach and relationship development, 
completion of program agreements, scopes of work, and COI, ongoing 
communication, and reporting. 

• Beacon Core Values – Puts Beacon's core values into action: Be Kind, Team Up, 
Shine Bright, Reach Higher, Speak Boldly, and Find Joy. 
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ADDENDUM 
 

Community Engagement Program Budget 
FY2023 (January 1, 2023 – December 31, 2023) 

 

 

Yardi Wellness Budget Category Description Budget 

W – Wellness Nurse   $XXX 

W – Other Medical Partner  $XXX 

W – Health/Socialization/Fitness Fitness instructor $XXX 

W – Meals / Other Food Weekly congregate meals; food for 
events/programming 

$XXX 

W – Connected Living/Computer 
Learning  

Digital screens; FamilyMetrics (Pangea 
Foundation) software expenses; etc. 

$XXX 

W – Transportation N/A $XXX 

W – Supplies Program supplies $XXX 

W – Other Pendant program; regional professional 
memberships; etc.  

$XXX 

Total Wellness Program Budget $XXX 


