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Housing
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Trauma-Informed Housing




POAH is a national nonprofit organization whose
mission is to preserve, create and sustain affordable,

healthy homes that support economic security, N
al equity and access toopportunity forall. - bLATORGAE
racial equity and access to opportunity for all.
a —"Y HOUSING

131 Properties
13,025 Homes
22,000+ Residents



Trauma-Informed Housing

What We Do

* Real Estate Development
* Property Management
* Asset Management

* Design & Building
Performance

* Community Impact
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Trauma-Informed Housing

RESIDENTS CAN ACHIEVE FINANCIAL
INDEPENDENCE

RESIDENTS CAN ACCESS NEW
OPPORTUNITIES TO ENRICH THEIR LIVES

RESIDENTS ARE STABLY HOUSED

STABILITY




Trauma-Informed Housing

Outcome Areas
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HOUSING HEALTH COMMUNITY EMPLOYMENT YOUTH
ENGAGEMENT AND FINANCIAL ENGAGEMENT

STABILITY
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What is Trauma?

8 At POAH, our definition is:

A personal, negative experience
that is just too much to handle
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How might we design trauma-
resilient communities?



Design with
community.
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Utilize principles of Trauma-Informed Housing

i

Safety Choice Community Beauty
& Trust & Empowerment & Collaboration & Joy
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Trauma-Informed Housing

POAH’s Focus Areas
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Development & Property & Asset Resident Human
Design Management Services Capital
Places & Policies & Programs & People
Spaces Procedures Services
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Our goal is to develop a more effective
and equitable model for housing the
benefits staff, residents and property

performance.




Trauma-Informed Housing

Expected Outcomes

* Increased resident well-being, housing stability, economic
security
olncreased on-time rent payment, decreased bad debt
o Decreased unit turnover costs
o Decreased lease violations
o lncreased participation in services

* Increase staff satisfaction and well-being

o Reduction in staff turnover costs including staffing search agencies,
temp agencies, compliance-related fines

o Increased productivity and stability of portfolio
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Development & Design
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Trauma-Informed Housing

How to Utilize Trauma-Informed Principles

Move-in & Orientation
Physical Inspections

Lease & Income Certification
Ongoing Communication

Frontline Staff Experience &
Wellbeing

Mental Health & Incident
Response
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Policies & Procedures

* Move-in with Welcome Home

*Team-based physical inspections to promote
safety and streamline follow-up

*Go digital with online lease renewal, photo
submission, real time maintenance tracking
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Policies & Procedures

* Policies Maximize flexibility for residents
oExtend timeline to report a change
oExtend cure period for lease violations

° Prioritize frontline staff time for residents
oCentralized rent assistance
oReduce redundant reporting
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Policies & Procedures

* Communicate for comprehension — 3™ grade
level, use images, smaller doses, resident input

*Templates for communicating, especially after
critical incidents

*Remove coercion by minimizing lease violations
as primary communication strategy — no Fridays!
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Improve Staff Experience & Wellbeing

* Peer Care Team peer support program to empower
staff and reduce burnout

* Flex or Core Hour Schedules — the choice is as
important as the outcome

* Empowerment from supervisor, sense of being
valued by leadership directly impacts staff wellbeing
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Mental Health & Incident Response

Develop Clear Provide Staff Process Crisis &
Protocol Training & Provide Staff
Resources Support
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How to Adopt Trauma-Informed Housing

* Cross-departmental working group

* Project manager & champions within each department

* Training for all staff

* Engage frontline staff and residents through site-based teams

* Rotating “Core Team” or frontline and regional staff to test and
implement new ideas

* Utilize POAH’s Trauma-Informed Housing Toolkit
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Trauma-Informed Housing

Learn More in POAH’s Toolkit

What are we doing today?

Reviewing Trauma informed Nousing approsch

Trauma-informed
Customer Service

Appiying the pincples to customer service delvery

- - Introducing practca strategies for common scenarios

Scenario Discussion

Practice
compassionate empathy

Training Tools

Helpful Tools:

Building A Collaborative
Team

B PDF| 2 PAGES | 305 KB

Resident Fellowship
Invitation
B PDF| 3 PAGES| 997 KB

SPATIAL PROGRAM TYPES AT POAH COMMUNITIES | COMMON SPACES

Common areas at POAH Communities should foster

build community.

and location, howover typical common spaces includo, but are not imited
‘compute room, kids' 2

shoud be easy 1o locate, welcoming, and highly adaptable.

Agendas +
Activities

Desigh Guides

CASE STUDY

Staff Wellbeing

Stafffelt burnt out and overwhelmed

St Wellnes Doy it o st cae st
: o

Ateam of frontline staff was bumout. . together, but often fett
o amount of work they

toresidents - e their workload n a healthy way, they aren't able to

show up with compassion for residents.

The answer, they brainstormed, was to encourage staff to be well at
work. I self-care was accessible and sponsored by POAH, they
thought, it would improve staff wellbeing at work. They developed
a prototype to test an in-office ‘mental health day. With
leadership's support, they closed the office and offered various self-
care activities for taff o choose from,

Many staff took advantage of and appreciated the mental health
day. They enjoyed the actvities and aven got lunch with thelr
coworkers with their remaining time off. But while staff appreciated

POAH taff rastom ways t promate tff wel-beg st work

things ke free massages and pedicures, they admitted it fet ke a

Case Studies
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PRESERVATION
OF AFFORDABLE

HOUSING

Aaron Gornstein
agornstein@poah.org

Julianna Stuart-Lomax
jstuart@poah.org
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