Community Impact: Strategic Planning Overview
Introduction
Deeply rooted in POAH’s mission to provide safe and affordable homes, is the belief that affordable
housing can provide stability for residents that enable them to create new opportunities for themselves
and their families.
For some of our residents, opportunity is about raising their children in a stable neighborhood, safe from
violence, where they can attend a good school and explore new ideas and skills. For some, opportunity
is about finding a better job, graduating from college or purchasing a home. For others, opportunity is
the ability to age in place with independence and dignity. We believe that the communities we own and
operate can improve residents’ access to critical tools, services and supports that make these
opportunities a reality.
Our Community Impact Model is designed to create opportunities for economic mobility, healthy aging
and improved quality of life for all POAH residents. In rebranding “Resident Services” to Community
Impact, POAH Communities signaled a commitment to assessing and improving not just the services and
programs that we offer, but the impact and outcomes those opportunities can generate. In many ways,
the Community Impact model seeks to apply the same level of intellectual rigor and analysis to service
delivery that we apply to Property and Asset Management. However, we approach this with the
understanding that at the core of our work is people – the residents who call our communities home,
the partners that deliver critical services and the POAH Communities team members that make this
work possible.
So how do we leverage the expertise of every POAH Communities team member toward Community
Impact, while recognizing their unique talents, roles and responsibilities? How do we become datainformed and analytical without losing the innately human quality of our work? How do we steward the
physical and financial health of the property, while simultaneously stewarding access to opportunity for
residents? Our approach to Community Impact requires finding balance in these questions. And this
approach to our work underscores an essential component of POAH Communities Community Impact
model: it is grounded is high-quality property management.
POAH is a property management company that believes our work can create opportunity to empower
residents and serve as a platform for their success.
The Outcomes Initiative
Beginning in late 2015, POAH Communities launched the Outcomes Initiative to mobilize POAHC site
staff to adopt a consistent approach to Community Impact across the portfolio. The key strategy in this
effort was a “road show” of regional trainings to onboard approximately 200 staff over 2.5 years,
starting with a pilot group of 6 properties. This process was completed in June 2017, with more than 75
sites trained.
Key component of the Outcomes Initiative:
 Outcome Areas
o The framework for how Community Impact forms strategies to address challenges and
create opportunities in POAHC communities
o Housing Stability, Financial Stability, Health, Community Engagement, Employment, Youth &
Education





Information & Evaluation
o Resident and Property Data is collected at every POAHC property to inform/improve our
work and track our progress. Key data collection mechanisms:
 Annual Resident Questionnaire administered to every adult resident, each year
 Data collection regarding community partners and resident challenges are collected
at sites with staff capacity
Partnerships
o We leverage local partners to address each community’s varied challenges, priorities and
opportunities
o We believe that these partners are experts in the subject matter and local landscape,
providing expertise that can generate sustainable outcomes for residents.



Whole-Team Approach
o The success of residents and any Community Impact initiative depends on the whole site
team’s coordinated, integrated efforts towards community goals.
o We provide tools & recommendations to site teams that will help them communicate and
collaborate efficiently.
o POAH Communities Outcomes Initiative trained site staff from Property Management,
Maintenance and Community Impact. This approach is a great example of POAH
Communities commitment to integrate and engage all staff in the success of Community
Impact.



Community-Driven Solutions: SMART Goals
o A core component of POAH’s approach to Community Impact is in setting goals at the site
level, informed by residents and the property team responsible for implementation. We
believe this is most meaningful and relevant to the residents, staff and community.
o Every site team sets site specific goals to help focus and track our work. SMART goals are
specific, measurable, attainable, relevant, and time bound (S.M.A.R.T) goals towards
improving their community.
o We encourage site teams to set goals that are in line with operational performance. We
believe this helps reinforce the ‘Whole-Team Approach” component by emphasizing team
ownership of shared goals for the entire community.
o We will guide site teams to revisit their SMART goal every 3, 6 and 9 months - to evaluate
their progress toward their goal and set a new, different goal.
o This process will be efficient and effective to monitor at scale.



Culturally Relevant
o In order to deliver community-driven solutions, POAH works to ensure that all residents are
able to participate fully in the Community Impact experience on site. This includes a staffing
model that seeks candidates who are proficient in the primary languages spoken at a site,
informed by resident feedback at move-in, recertification and through the Resident
Questionnaire.
o POAH contracts a translation and interpretation service that delivers in-person, written and
oral interpretation services in over 160 languages. Additionally, our Resident Questionnaire
has been translated into the 6 most common languages spoken in POAH communities and
asks all residents to indicate their primary language.
o This information is then aggregated and, in conjunction with resident feedback, used to
determine how on-site Community Impact opportunities can best meet the needs of the
resident population.

Strategic Goal Setting
SMART Goal Process 2018

Key Terms
• SMART Goals: Strategic goals set by all POAH sites trained in the
Outcomes Initiative
• Resident Questionnaire: Annual resident survey that collects
feedback and data from all POAH residents
• Menu of Metrics: Tool for selecting measurable goals that are
relevant to each site
• SMART Goal Online Form: Online tool used to set and track goals for
75 properties

From Data Collection to Goal Setting
• NEW RQ
• Resident Dashboard
• New look & design

Baseline
Deadline

Data report
for all sites

(May 31)

(June 30)

SMART Goal
process
introduced
(July 13)

SMART Goals
set
(July 31)

SMART Goals
Approved by
Regional/
Budget
(August 17)

From Data Collection to Goal Setting
• May 31: Baseline Data collected through the Resident Questionnaire at all
properties.
• June 30: All sites receive a Questionnaire Report that captures all data and
feedback collected from Residents.
• July 15: All staff are trained on the new SMART Goal process. Staff are
charged with reviewing the Questionnaire Report with their team and
discussing possible SMART Goals.
• July 31: Selecting from the “Menu of Metrics” all sites set their SMART
Goal. The number of goals varies based on the size of the site team.
• August 17: During this time, staff are able to discuss a SMART Goal budget
with their Regional Supervisor prior to budget approval in September.
Regional Supervisors work in consultation with central office Community
Impact staff to approve all goals.

Monitoring Goals
• Goals are set and tracked using the SMART Goal online form
which collects:
•
•
•
•

The SMART goal
Strategy for addressing
Resources and support needed from the central office
Ongoing feedback on progress, challenges and additional support needs

• Central office team will measure progress toward goals using
Yardi & Integratec data (see “Menu of Metrics”)
• Milestones:

• 3 month, 6 month, 9 month SMART Goal check-ins via online form
• Monthly check-ins with Regional Supervisors at Operations Summaries

Setting & Tracking Online

SMART Goal Measurements
After you’ve completed your year of questionnaire collection, see if the numbers in the responses reveal a community need that
you would like to address. Then, find a metric(s) from the list below that will best inform your progress toward responding to
this need. Determine what this current metric is for your site, and decide on how much you would like it to change within the
next year. You can customize the measurement within this list to apply for the demographic that is most relevant to you. This
will become the “M” in your SMART Goal.

Community Engagement
Improve resident’s sense of safety

Suggested Metric (Source)
Safety concerns addressed (AQ, 5i-iii)
Please rate how safe you feel in your apartment building or Neighborhood (AQ, 4)

Incorporate a popular community opportunity of interest into the property’s programming

What types of community opportunities would interest you? Select all that apply
(AQ, 9)

Increase voter registration

Are you registered to vote? (AQ, 11)

Improve resident engagement within the
community

Attendance (PI, Programs)

Build sense of trust within the community

Do you know your neighbors? (AQ, 6)
Do you feel you can rely on your neighbors? (AQ, 7)

Health

Suggested Metric (Source)

Decrease the number of emergency room
visits

Did you visit ER at least once in past 12 months? (AQ, 25)

Encourage healthy preventative health
habits

During the past 30 days, for about how many days did poor physical health (which
includes physical illness and injury) make it hard for you to do your usual activities,
such as self-care, work, or recreation? (AQ, 21)
Have you visited a healthcare provider for routine checkup in the last 12 months?
(AQ, 29)
Does your child have a personal doctor, primary care service, or usual place of care?
(YQ, 12)
Has your child used a primary care service in the past year for a routine physical?
(Y13)

Increase health insurance enrollment

What type(s) of health insurance do you have? (AQ, 27)

Decrease food insecurity at property

Within the past 12 months, was there a time when the food you bought just didn’t
last and you didn’t have money to get more? (AQ, 23)

Stable Housing

Suggested Metric (Source)

Improve % rent collected by the 5th of
the month

Yardi: Site Operations Summary

Decrease adverse move out date

Yardi: Reasons for Moveout

Increase retention on site

Yardi: HH Tenancy

Financial Stability

Suggested Metric (Source)

Improve education on Earned Income Tax
Credit

Have you heard about the Earned Income Tax Credit? (AQ, 17c)

Decrease % of households who have no
income

Yardi: HH Income

Increase FSS enrollment at property

FSS Report

Increase % of residents who have either a
checking or savings account

Yardi: HH Banked

Youth Education

Suggested Metric (Source)

Increase % of youth connected to extra
curricular activities

Is your child (grades K-12) enrolled in any programming outside of school? (Examples
include afterschool daycare, clubs, internship, youth center, or sports) (YQ, 7)

Connect residents at property to Child Tax
Credit benefits

Have you heard of the Child Tax Credit? (YQ, 8a)

Employment

Suggested Metric (Source)

Increase number of adult residents who
have GEDs

What is your highest level of education attained? (AQ, 14)

Connect residents who want to further
their education with a program of interest

If you are not currently enrolled in a program, are you interested in furthering your
education? (AQ, 16a)
IF YES, what are you interested in studying? (AQ, 16b)

Increase the employment rate at the site

Are you currently employed? (AQ, 17a)

Help residents improve employment retention with job training

Yardi: employment data over time

Example Cutler Manor SMART Goals
SPECIFIC
MEASURABLE

ATTAINABLE

RELEVANT
TIME BOUND

Encourage a love of learning among youth on site by launching a STEM Saturday program.
Before & After evaluation to be conducted by Florida International University, analyzing changes in
attitudes toward STEM before and after program participation.
FIU partnership in motion, opportunity to launch this year. POAH will need to contribute materials
& supplies.
Dr. Holder from FIU has implemented this program with pre-med students, majority of whom are
African-American, in similar neighborhoods. More than 250 youth under 18 living in the community
with limited access to enrichment programming.
STEM Saturday will occur the fourth Saturday of each month, launching in Summer 2016. Evaluation
will measure 6 and 12 months of program participation.

ATTAINABLE

To build on community engagement work and reduce the amount of litter on the property by
increasing incentives for resident participation.
We’ll measure the change/reduction by taking pictures and tracking the number of hours
Maintenance spends on cleaning up litter each week. We’d like to reduce the number of hours per
day from 4 to 2 hours.
This is attainable because we can utilize the 2 resident stipends, summer students (Shadow Me) and
community clean up events.

RELEVANT

This goal is relevant to our work because it will help to build pride and ownership in the community,
and it will also allow Maintenance staff to focus on more pressing matters and projects.

SPECIFIC

MEASURABLE

TIME BOUND

By November 10th, 2017.

MEASURABLE

Help students at Cutler Manor improve or maintain positive grades by providing afterschool tutoring
and mentoring to replace the MIT program.
Progress will be measured by school performance. We will track this using report cards that will be
collected from parents. Each student will have their own goal, those students that are already
performing on grade level will seek to maintain or improve, while those performing below will seek
to improve incrementally.

ATTAINABLE

Measurement will be child-specific and will focus on the growth and progress of each participant.

RELEVANT

Minds In Training (MIT) was developed after a series of focus group-type events with residents. The
program served 30-35 kids for 3 years, however, the licensing rules have changed for afterschool
programs and staff capacity has diminished. Partnering with Be Strong to address this challenge.

TIME BOUND

Confirm partnership with Be Strong by September, 2018.

SPECIFIC

Staff:

Community Impact Coordinator (1 FTE)
Volunteer student instructors (FIU), volunteer
supervision from Dr. Holder (FIU)

Florida International University College of Medicine:
Dr. Cheryl L. Holder is board certified in Internal
Medicine, her focus is on teaching medical students
Partners
about working in underserved communities and
promoting diversity in the health professions through
pipeline programs.
Budget
Source: Owner grant to property operations (see tab 2)

Community Impact Coordinator (1 FTE)
Staff:
Maintenance Supervisor (1 FTE)
Property Manager (1 FTE)
Partners:
None
Budget
Source:

Owner grant to property operations (see tab 2)

Community Impact Coordinator (1 FTE)
Staff:

Partners: Be Strong (prospective)

Budget
Source:

Owner grant to property operations (see tab 2)

All Properties (.allprop)

Property Comparison
Period = Jan 2017-Dec 2017
Book = Accrual ; Tree = am_is

Cutler Manor
Apartments
109526
Budget
Revenue
5989-0000

Grant Revenue

5989-1000

Grant Revenue-Owner Match

5989-1050

Grant Revenue - non RS
Other Income

Operating Expenses
Administrative Expense (Header)
6390-1000

Community Impact Programs

6390-1200

Community Impact - Travel & Conferences

6390-1300

Community Impact - Computer Expense

6390-1400

Community Impact - Telephone Expense

6390-1500

Community Impact - Payroll + 4%

6390-1525

Community Impact - 3rd Party Contract

6390-1550

Community Impact - Consulting

6390-1600

Community Impact - Stipend

6390-1700

Community Impact - Office Expense

6390-1800

Community Impact - Field Trips

6390-1900

Resident Services - Kitchen Payroll

6390-1925

Resident Services - Kitchen Supplies - Food

6390-1930

Resident Services - Kitchen Supplies - Non Food

6390-1935

Resident Services - Kitchen Supplies - Cleaning

6390-1950

Resident Services - Kitchen Supplies - Admin
Total CI Budget:

