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These core components represent the minimum that a program must provide to be considered a RRH program but do not fully 
describe what constitutes an effective RRH program.

This toolkit is intended to help current and potential RRH providers design and operate effective RRH programs that are suc-
cessful in ending homelessness for individuals and families through the use of the three core components of RRH. This toolkit 
provides details on recommended RRH program design and practice. It is based on what is currently considered recommended 
practices by the National Alliance to End Homelessness, and high-performing rapid re-housing programs. As rRRH practice 
continues to evolve, this toolkit will be updated.

This toolkit is a companion to the Rapid Re-Housing Performance Benchmarks and Program Standards and the Performance 
Evaluation and Improvement Toolkit.

I .  INTRODUCTION & PURPOSE OF THIS TOOLKIT

Rapid re-housing (RRH) is an intervention designed to help individuals and families quickly exit 
homelessness, return to housing in the community, and not become homeless again in the near 
term. The core components of RRH are housing identification, move-in and rent assistance, and 
rapid RRH case management and services. 

HOW TO USE THIS TOOLKIT

PROVIDERS can use this toolkit to design any new RRH program or to improve their current RRH practice, no matter how it is 
funded. This toolkit provides clear guidelines on the goals, program policies, and staff activities of an effective program and 
can be used to train new staff and improve the practice of current staff of any RRH. Though different funding sources may 
dictate certain nuances in how a program operates, the core components and practices of RRH explained in this toolkit could 
be used in every RRH program.

FUNDERS, STATE LEADERS, AND COALITIONS can use the toolkit to design new rRRH programs, standardize practice 
across programs, and increase the effective implementation of existing RRH. This toolkit can be used in conjunction with the 
Rapid Re-Housing Performance Benchmarks and Program Standards to develop Requests for Proposals (RFPs) for a variety 
of funding streams and contracts for RRH program activities. It also can be used to evaluate applications for new RRH pro-
grams, determine which organizations are best suited to provide RRH, and review current program performance. 

CONTINUUMS OF CARE (COCS) can use this toolkit when developing new RRH programs, to standardize practice across pro-
grams, or when monitoring and evaluating existing RRH practice.

TOOLS

At the end of each section of this toolkit the reader will find links to various tools and community examples. Tools and tips will 
use the following icons.

iI. INTRODUCTION

Resource

Community Example

 R

 C

http://naeh.wpengine.com/resource/rapid-re-housing-performance-benchmarks-and-program-standards/
http://naeh.wpengine.com/resource/rapid-re-housing-performance-evaluation-and-improvement-toolkit/
http://naeh.wpengine.com/resource/rapid-re-housing-performance-evaluation-and-improvement-toolkit/
http://naeh.wpengine.com/resource/core-components-of-rrh/
http://naeh.wpengine.com/resource/rapid-re-housing-performance-benchmarks-and-program-standards/
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WHO SHOULD GET RAPID RE-HOUSING?

RRH can be effective for a wide range of people who experience homelessness. RRH programs should cast a wide net and 
target most individuals and families experiencing homelessness in a community. No research has yet been able to identify 
or predict characteristics that are associated with success or failure in an RRH program. Thus, communities should seek to 
have sufficient resources to offer RRH to anyone who is homeless and cannot otherwise exit homelessness quickly, either 
on their own or through some other form of permanent housing assistance such as permanent supportive housing.  

The great majority of RRH clients exit homelessness to permanent housing, and a relatively low number return to homeless-
ness. While further research is needed, communities and programs report similar rates of success across different subpopu-
lations and people with different levels and types of barriers. Nationally and locally, RRH programs such as the Supportive 
Services for Veteran Families (SSVF) program have demonstrated that even people with high tenancy barriers and those with 
zero income can obtain and retain permanent housing with the assistance of RRH. A key to success is individualized and flex-
ible assistance, progressive engagement, and the ability to make program modifications when needed.  

RRH programs must be attentive and informed about how to address the special needs of individuals and families, as well 
as those needs that are related to the program’s target subpopulations, such as youth, survivors of domestic violence, 
veterans, or persons who experience chronic homelessness. The RRH program may need to offer deeper subsidies, offer 
more intensive support, safety planning, or service connections, or find creative approaches to help some subpopulations 
make the adjustments necessary to stabilize in permanent housing.    

People with the highest levels of vulnerability, trauma, and/or the least experience living in independent housing may 
require higher levels of staff support as they stabilize in permanent housing. An RRH program must be alert to evidence 
that a person needs more than a basic level of support. But it is important not to make assumptions that all members of a 
subpopulation, even a particularly vulnerable subpopulation, will need longer-term, intensive assistance. 

iI. INTRODUCTION

http://www.va.gov/HOMELESS/ssvf/docs/SSVF_FY2014_Annual_Report_FINAL.pdf
http://www.va.gov/HOMELESS/ssvf/docs/SSVF_FY2014_Annual_Report_FINAL.pdf
http://naeh.wpengine.com/homelessness-in-america/who-experiences-homelessness/youth/
http://naeh.wpengine.com/homelessness-in-america/what-causes-homelessness/domestic-violence/
http://naeh.wpengine.com/homelessness-in-america/who-experiences-homelessness/veterans/
http://naeh.wpengine.com/homelessness-in-america/who-experiences-homelessness/chronically-homeless/
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Overview:

Housing Identification is the first core component of rapid re-housing (RRH), the goal of which is to quickly find 
housing for RRH program participants. RRH uses a Housing First approach to assist people in identifying and 
obtaining permanent housing immediately, regardless of their tenancy barriers, such as lack of income, poor rental 
history, criminal history, disabilities, or other challenges that make it difficult to obtain housing. Program activi-
ties include staff’s continuous recruitment of landlords with units in the communities and neighborhoods where 
program participants want to live and negotiation with landlords to help program participants access housing. 

Beyond landlord recruitment, programs also must match households to appropriate housing that is decent and safe, 
including meeting the particular safety needs of survivors of domestic violence, and housing where participants 
will be able to pay the rent after financial assistance ends. Effective programs accomplish this by providing housing 
options in a variety of neighborhoods and by serving as a resource to households during the housing search and 
application process.

The program also must be knowledgeable about landlord responsibilities to help households served by the program 
obtain and sustain appropriate housing. Programs should help households understand tenant and landlord rights 
and responsibilities and should not knowingly place households with negligent landlords.

Part 1.  

HOUSING 
IDENTIFICATION
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PART 1.  HOUSING IDENTIFICATION

• �Within the limits of the participant’s income, an RRH program should have the ability to help households access units that 
are desirable and sustainable — i.e., that are in neighborhoods where they want to live, have access to transportation, are 
close to employment, and are safe.

• �Housing identification efforts should be designed and implemented to actively recruit and retain landlords and housing man-
agers willing to rent to program participants who may otherwise fail to pass typical tenant screening criteria.

• �Critical to the formation of landlord-program relationship is the recognition of the landlord as a vital partner. The RRH pro-
vider must be responsive to landlords to preserve and develop those partnerships for future housing placements.

1.1 PRINCIPLES OF HOUSING IDENTIFICATION

WHAT IS HOUSING FIRST?

Housing First is a homeless assistance approach that prioritizes providing permanent housing to 
people experiencing homelessness, thus ending their homelessness and serving as a platform from 
which they can pursue personal goals and improve their quality of life. This approach is guided by the 
belief that people need basic necessities like food and a place to live before attending to anything less 
critical, such as getting a job, budgeting properly, or attending to substance use issues. Additionally, 
Housing First is based on the theory that client choice is valuable in housing selection and participating 
in supportive services, and that exercising that choice is likely to make a client more successful in 
remaining housed and improving their life.

HOUSING FIRST FACT SHEET R

Tools

http://naeh.wpengine.com/resource/housing-first/
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PART 1.  HOUSING IDENTIFICATION

One of the primary activities under housing identification is the recruitment of landlords to make the process of housing 
participants as rapid as possible. Without the help of an RRH program, people experiencing homelessness may spend weeks 
and months identifying and viewing housing units, filling out applications, paying application fees, and interviewing for vacant 
units on their own, only to be screened out by landlords. RRH programs help to curtail or avoid this difficult experience by 
identifying and incentivizing landlord partners as well as negotiating leases on behalf of program participants. 

RRH program staff should find housing for program participants and negotiate with landlords unless program partici-
pants choose to conduct these housing search activities on their own. If participants who choose to conduct housing 
searches on their own do not find housing within a couple of weeks, program staff should quickly step in to support or 
take on their housing search activities.

Constant landlord recruitment and support is essential to program participants having rapid access to permanent housing 
from the moment they enter the program. The more partnerships the program has developed with landlords, the more oppor-
tunities program participants have to rapidly obtain permanent housing. Over time, as landlords experience the benefits of a 
partnership with the RRH program, they may give preference to program participants or even be willing to occasionally con-
sider some reduction in rent or negotiate other terms of the lease that would help the participant obtain and sustain the unit.

IDENTIFYING LANDLORD PARTNERS

RRH programs continually search for landlords in many of the same ways any prospective tenant would look for housing: by 
word of mouth, through classified ads, websites, and “For Rent” signs in target neighborhoods. The program also may use 
various communication approaches to solicit landlord partners, such as sending well-designed brochures or marketing materi-
als to a broad mailing list of rental property owners and by giving presentations to local real estate associations and property 
management organizations. A targeted approach also can be utilized, e.g., with more personalized direct mailings and “cold 
calls” to landlords who have suitable properties that are well-priced and located in areas with access to good transportation. 
Programs and communities can host landlord recruitment events such as luncheons to provide potential landlords with a 
forum to learn about how RRH works. Some communities enlist the help of elected officials or prominent community members 
to invite landlords to participate in such events to motivate landlords to work with programs.

Programs also solicit partnerships with publicly subsidized housing properties. The managers of tenant-based and site-based 
housing subsidy programs often have very different eligibility requirements and detailed, inflexible processes for selecting tenants. 
RRH programs should focus on learning these details in order to make timely, well-documented referrals of eligible applicants.

1.2 RECRUITING LANDLORDS

To incentivize landlords to provide a one year lease − even though the RRH program 
may be offering less than a year in rent − RRH programs should use national or local 
program data and client stories in their landlord marketing materials that illustrate 
the success of a majority of RRH participants and their ability to pay their own rent 
and maintain housing after an RRH subsidy ends. 

Try working with smaller “mom and pop” landlords. They often are far more flexible in 
screening tenants and negotiating leases than larger property-management companies.

T
IP

T
IP

http://www.endhomelessness.org/blog/entry/housing-identification-getting-started
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11.2 RECRUITING LANDLORDS continued

PART 1.  HOUSING IDENTIFICATION

STAFFING OPTIONS FOR HOUSING IDENTIFICATION

DEDICATED HOUSING SPECIALIST

Ideally, an RRH program has the capacity to hire dedicated housing specialist staff for landlord recruitment and housing 
identification functions. In this staffing model, the program has dedicated housing staff whose primary job is to recruit 
landlord partners and identify housing units to help the program participant obtain a unit and also HAS case managers for 
direct, day-to-day communication with a landlord and intervention or mediation between program participants and the 
landlord after move-in. 

Dedicated housing staff at effective RRH programs have specialized experience as real estate agents, leasing agents, brokers, 
or housing specialists to recruit landlords and act as the landlord’s primary liaison to the program. The benefits of having 
specialized housing staff are that they will be adept at accessing landlord networks, better understand landlord perspec-
tives (which are described below), can speak the same “language” as landlords when marketing the program and negotiating 
leases, and can build lasting landlord relationships. Case managers may not have these specialized skills and have other job 
duties that may make landlord recruitment more challenging, whereas the role of housing staff is specific to recruiting land-
lords with no other competing job priorities, allowing them to have the time and skills to be as effective as possible. 

Dedicated housing staff members are responsible for landlord recruitment, identifying vacant housing units, negotiating 
with landlords on behalf of program participants, and routine check-ins with landlords. Some programs contract out this 
housing search function to an organization that is entirely dedicated to landlord recruitment and housing identification, 
which can be an effective program design if the organizations work in close coordination to support participants in obtain-
ing and maintaining housing.

CASE MANAGERS THAT ALSO PROVIDE HOUSING SEARCH
Some programs may not have the resources that would enable them to hire dedicated housing staff. For these programs, it is 
still possible to have a successful RRH program by supporting case managers to be successful in the following ways. For pro-
grams that give case managers the duties of landlord recruitment and housing search in addition to case management, case 
managers should be trained in working with landlords in such topics as recruiting landlords, understanding landlord perspec-
tives, negotiating leases, and understanding tenancy rights and lease requirements. 

Case managers who also recruit landlords should be given a smaller caseload so they can adequately juggle both duties. 
In either staffing model, dedicated housing staff and/or case managers will most effectively sustain the trust of landlords if 
staff is extremely and immediately responsive to a landlord needs and caseload size allows case managers to be as quick 
and responsive as possible when landlords contact the program with an issue or question. 
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11.2 RECRUITING LANDLORDS continued

  Staffing   Benefits   Challenges

DEDICATED HOUSING STAFF  
THAT RECRUITS  LANDLORDS

• �Experienced in accessing and communi-
cating within landlord networks.

• �Understands landlord perspectives and 
can effectively market the RRH program 
to negotiate with landlords.

• �Has dedicated time and resources 
for identifying housing and recruiting 
landlords with no other competing  
job priorities.

• �Allows the case manager to focus on 
supporting the program participant in 
sustaining housing.

• �Helps ease the challenges of finding 
landlords in tight housing markets.

• �Must coordinate with case managers 
to be responsive to landlord needs as 
they arise.

• �Must find units that are suitable for 
program participants before knowing 
which participants will be matched to 
the unit.

CASE MANAGERS THAT  
RECRUIT LANDLORDS

• �Develop relationships with landlords and 
participants simultaneously and can help 
match participants to landlords who are 
a “good” fit.

• �Can translate landlords’ tenancy expec-
tations to participants.

• �May lack housing identification skills 
and real estate background that  
are needed to continuously recruit 
new landlords.

• �May misunderstand landlords’ business 
needs and instead make ineffective 
pitches to landlords.

• �May play a stronger tenant advocate 
role with landlords rather than a more 
neutral role that results in win-win com-
promises between landlord and tenant.

The benefits and challenges of having specialized housing staff versus having only case managers 
with the added responsibility of housing identification are described in the chart below.

EXAMPLE OF JOB DESCRIPTION FOR HOUSING SPECIALIST

SSVF LANDLORD BROCHURE

LANDLORD INFORMATION PACKET AND HABITABILITY CHECKLIST

LETTER TO LANDLORD DESCRIBING PROGRAM

NORTHWEST YOUTH SERVICES LANDLORD BROCHURE

S.M.A.R.T. LANDLORD BROCHURE

 R

Tools

 C

 R

 C

 C

 C

http://naeh.wpengine.com/resource/sample-housing-specialist-job-description/
http://naeh.wpengine.com/wp-content/uploads/2017/03/1.2-Landlord-Information-Packet-and-Habitability-Checklist.pdf
http://naeh.wpengine.com/wp-content/uploads/2017/03/1.3-Letter-to-Landlord-Describing-Program.doc
http://naeh.wpengine.com/wp-content/uploads/2017/03/1.4-Landlord-Brochure.pdf
http://naeh.wpengine.com/wp-content/uploads/2017/03/1.5-Landlord-Brochure.pdf
http://naeh.wpengine.com/wp-content/uploads/2017/03/1.5-Landlord-Brochure.pdf
http://naeh.wpengine.com/wp-content/uploads/2017/03/1.5-Landlord-Flyer.jpg
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11.3 RECRUITING LANDLORDS IN CHALLENGING HOUSING MARKETS

HIGH-COST AND/OR LOW-VACANCY HOUSING MARKETS

While most communities do not have enough affordable housing options for their participants, some housing markets 
are more challenging than others. Some areas do not have enough rental housing stock, and these low-vacancy housing 
markets also tend to be higher-cost. Many effective RRH programs located in these challenging housing markets are nev-
ertheless able to successfully recruit partner landlords and suggest the following strategies for identifying landlords that 
may require some program modifications. Programs in challenging housing markets could:
  
  • �Devote more staff time to landlord recruitment.

  • �Rely on dedicated housing staff with deep real estate expertise.

  • �Use a variety of communication and marketing strategies to do an aggressive search for potential partners.

  • �Cut checks to landlords very quickly. 

  • �Create a special “security reserve” or “damage mitigation fund” to pay for damages to a unit in order to lessen a land-
lord’s hesitation to rent to a participant lacking a strong rental history.

  • �Hold open units as soon as they become available even before a participant is ready to move in by paying rent on an 
empty unit. 

  • �Enlist community partners, elected officials, and well-respected community members to incentivize or recognize willing 
landlords. 

  • �Offer shared housing opportunities for participants.

Because federal funding may not cover some of these activities, programs in challenging housing markets may have to secure 
more flexible local or private funding to enable these strategies.  

Marketing the program and making a business case to landlords is one of the best ways to recruit them in a challenging 
housing market. (This concept is explained in more detail in the next section, “Understanding Landlords.”) In a challenging 
housing market, marketing materials that offer financial and program incentives − such as security deposits, damage mitiga-
tion funds, regular tenancy support and communication to landlords, housing stabilization case management support, and 
on-time rent − help landlords choose RRH program participants over other potential tenants that do not come with those 
benefits. See Section 1.4 “Understanding Landlords” for more ideas on how to market to landlords.

RURAL AREAS

Rural areas may present additional challenges for landlord recruitment. Programs in urban areas may be able to concentrate on 
owners of multiple buildings with many units. However, rurally based RRH programs often have to devote considerable effort to 
finding and recruiting landlords who may own only a few units or even just a single one. Owners of smaller properties can some-
times be very flexible, so building trust and a strong relationship also can be more important with those types of landlords. 

Landlords who do become RRH partners can be excellent recruiters, providing referrals to other landlords and offering 
testimonials that will help build trust in the program, as well as offering helpful mentoring tips to new landlord partners. 
In rural areas, faith-based organizations sometimes have wide-reaching donor bases that also may provide a good pool of 
willing landlords. RRH providers in rural areas should look for creative shared housing solutions, such as renting rooms in 
a multifamily home. 

Programs in rural areas often have to find creative ways to provide remote support to landlords and participants who may 
be hundreds of miles away through video meetings or phone calls. Because case managers may have to drive far distances to 
meet with participants or landlords, client-to-participant ratios should be adjusted accordingly to give staff the appropriate 
time needed to identify housing and provide landlord and participants supports.

http://naeh.wpengine.com/rapid-re-housing-tips-for-high-cost-low-vacancy-communities/
http://www.endhomelessness.org/blog/entry/field-notes-building-relationships-with-landlords
http://naeh.wpengine.com/resource/shared-housing-as-a-solution-for-single-adults/
http://naeh.wpengine.com/resource/transforming-homeless-services-in-west-virginia/
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11.4 UNDERSTANDING LANDLORDS

PART 1.  HOUSING IDENTIFICATION

It is important for RRH programs to recognize that landlords are running a business and have priorities they need to meet. 
Thus, RRH programs must make the “business case” to landlords that meets their business priorities in order to negotiate 
leases for their program participants. To engage landlords effectively, RRH programs should understand landlord’s business 
priorities and why they screen people out.

In general, landlords are looking for tenants who will be able to pay rent consistently, who will treat their units with care, 
who will be trouble-free neighbors, and who will not require an eviction or leave a unit vacant. Every landlord has their own 
set of requirements for the tenants who live in their units and go about collecting that information in a variety of ways.

WHAT LANDLORDS WANT

RENT

• On Time
• Reliable

RESPECT FOR PROPERTY

• No Property Damage
• �Only lease-holders staying in apartment

GOOD NEIGHBORS
• �Get along with other tenants
• �Avoid disputes with law
• �Respect “quiet enjoyment” of others on or  

neighboring the property

NO VACANCIES OR EVICTIONS

• �Get along with other tenants
• �Avoid disputes with law
• �Respect “quiet enjoyment” of others on  

or neighboring the property

Landlord Priority Screening Sources Used by Landlords

RENT Income, evictions, credit, landlord references

RESPECT FOR THE PROPERTY Landlord references, criminal history

GOOD NEIGHBORS Landlord references, criminal history

NO VACANCIES OR EVICTIONS Landlord references, rental history, criminal history

WHY LANDLORDS SCREEN PROSPECTIVE TENANTS

Landlords screen prospective tenants because they want information that will help them choose reliable tenants who will 
protect their business interests, as shown in the above chart. Landlords may be hesitant to rent to tenants whose history 
suggests they have not been able to meet these landlord priorities in the recent past because they may not want to take 
the risk that such past behavior will be repeated. RRH programs can help to overcome this hesitation with strategies 
described throughout this toolkit.
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11.4 UNDERSTANDING LANDLORDS continued

It is important for RRH programs to recognize that Tenant Screening Barriers are not 
reasons for RRH programs to deny a household’s enrollment in the RRH program. 
The issues that are not legal Tenant Screening Barriers may be barriers to sustaining 
housing. They are not barriers to the RRH program providing assistance to obtain 
housing for the participant. Strategies to help participants sustain housing despite 
barriers are provided in the case management and services section of this document.

T
IP

TENANT SCREENING BARRIERS

Any problem identified in a tenant screening, called a “Tenant Screening Barrier,” is a potential obstacle to an RRH program participant 
obtaining housing. Tenant Screening Barriers typically include information about participants that can be legally collected and used 
by landlords making rental decisions to screen out applicants. For example, lack of income is a legal tenant screening barrier. However, 
landlords are prohibited from screening out someone because of a disability. Programs should consult local regulations and fair 
housing laws to better understand legal tenant screening procedures.
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11.5 INCENTIVIZING LANDLORDS

RRH program staff can convince landlords to accept their program participants, even those with many Tenant Screening 
Barriers, by offering a package of landlord and tenancy supports that accompany their tenants. The program should show 
how these financial and service supports can be more effective in helping landlords achieve their financial and property 
goals than a traditional tenant screening process.  Landlords know that screening may prevent tenancy problems; however, 
RRH programs can offer more help to both prevent and resolve such problems. RRH program staff offer assistance that 
not only includes financial support but also provides the landlord with someone to contact when there is a tenancy-related 
issue, a benefit to landlords that other tenants do not bring. After continued success with placing tenants from the RRH 
program and receiving responsive support from program staff when needed, landlords often will solicit the program for 
more tenants. This is why consistent support and follow-up with landlords is a crucial program staff function.

RRH programs should define a basic level of financial and support service incentives for all landlords and, only when neces-
sary, offer additional incentives to house a participant with Tenant Screening Barriers that landlords view as particularly 
risky. Staff should balance the type and level of landlord/tenant supports offered with the landlord’s level of risk aversion.

RRH PROGRAM INCENTIVES THAT RESPOND TO LANDLORD PRIORITIES

RRH programs offer unique financial and service supports that respond to each of the landlord priorities. 

LANDLORD PRIORITY: RENT

Most obviously, RRH programs subsidize the tenants’ rents for some period of time, essentially guaranteeing property 
revenue. Depending on funding parameters, RRH programs can pay several months of rent up front for participants who 
may have a poor rental history. RRH programs also can provide assistance with creating monthly budgets and helping 
participants increase income so they can work toward eventually paying the rent on their own. For landlords who are 
concerned that the program is paying only a few months of rent, RRH programs can use national and local data, as well as 
program participant success stories, to show landlords that a majority of RRH program participants maintain permanent 
housing on their own once the RRH subsidy ends.

LANDLORD PRIORITY: RESPECT FOR PROPERTY

RRH programs offer a security deposit to landlords to offset any concerns about damage to the property. RRH programs 
can offer double security deposits for clients who may have a particularly challenging list of Tenant Screening Barriers. RRH 
programs can create a risk mitigation fund for landlords to use if there are any damages to the unit. RRH programs also can 
offer participants training on tenant responsibilities and conduct home visits to identify areas where participants may need 
help. RRH programs also can offer to fix up units for landlords before a program participant moves in or out.

LANDLORD PRIORITY: GOOD NEIGHBORS

RRH programs offer a staff contact person for landlords to call if there are any issues with the tenant’s lease compliance, 
such as noise complaints, disputes with neighbors, or having a lot of people staying at the apartment who are not on the 
lease. RRH programs provide guidance to the participant, mediate issues with the landlord, and teach skills that help avoid 
lease violations.

LANDLORD PRIORITY: NO VACANCIES OR EVICTIONS

RRH programs help landlords avoid the many costs associated with turnover if a tenant does not work out. Turnover of units 
is very costly to landlords, who may have to pay legal costs for eviction, lose revenue while the unit is in dispute or empty, 
pay to refurbish the unit, and bear the cost of soliciting, screening, and interviewing prospective tenants. RRH programs 
can offer to spare the landlords all of these costs by minimizing evictions, covering damages, minimizing the time a unit is 
empty, and providing a regular stream of new and essentially “pre-qualified” tenants for vacated units. This saves landlords 
a lot of money and time, and successful RRH providers can show the estimated amount a landlord might save by partnering 
with them as part of making the “business case” pitch. 
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11.5 INCENTIVIZING LANDLORDS continued

MAKING THE BUSINESS CASE TO LANDLORDS

The actual business case “pitch” made to landlords should be designed to emphasize these financial benefits for landlord 
partners and credibility of the RRH program − through references, participant outcomes, agency history, etc. − in achieving 
good results. The RRH program must be prepared to address landlord concerns about rental agreements, housing inspec-
tions, and the availability of staff to respond to landlord concerns. While in most cases, the RRH program should make the 
“business case” to the landlord, it sometimes may be appropriate to also emphasize the importance of ending homeless-
ness, such as when pursuing landlord partners through charitable giving interactions. 

Using professionally developed marketing materials or brochures can help to legitimize the RRH program to landlords and be an 
easy way to communicate the benefits of the RRH program.

Landlord Priorities and Corresponding RRH Program Incentives

The supports offered by a program to its landlords should be clearly communicated to program participants and landlords. 
A landlord-RRH program partnership can be formal — a written agreement about the specific roles of each partner — or 
informal, such as a generic letter or brochure that describes those roles. In addition (and with the program participant’s 
consent), the RRH program should specify which events trigger contact between a landlord and staff. For example, the 
program would want to be notified if the participant has missed a rent payment, if the landlord has observed a lease viola-
tion, or if conflicts arise with other tenants. The program should inform the landlord with reasonable notice about the end of 
the participant’s subsidy or services, as well as any landlord supports that are available after that date.

Our RRH Program will:
   • Decrease your vacancy rate
   • �Lower your advertising costs for vacancies

   • Accelerate your unit turnover time
   • Decrease your risk of eveictions

PART 1.  HOUSING IDENTIFICATION

Landlords are sometimes willing to waive some or all screening requirements or negotiate 
lower rent amounts because the RRH program will pre-screen tenants, resolve tenancy 
problems as soon as possible if and when they arise, and provide unique financial incentives.

T
IP

COMMUNITY EXAMPLES OF RISK MITIGATION FUNDS

LANDLORD BENEFITS CHECKLIST

LANDLORD OUTREACH STRATEGIES

LANDLORD THANK YOU LETTER

LANDLORD TENANT PROGRAM AGREEMENT

WHATCOM LANDLORD TENANT PROGRAM AGREEMENT

TENANCY SUPPORTS OFFERED TO CLIENTS AND LANDLORDS
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11.6 MATCHING PARTICIPANTS TO HOUSING
The following is a list of steps RRH program staff should take to match program participants to appropriate housing.

1: GATHER CRITICAL BACKGROUND INFORMATION NEEDED TO OBTAIN HOUSING

Most landlords will want critical background information on an applicant for housing. Accordingly, RRH programs must have 
information on a participant’s Tenant Screening Barriers before beginning the housing search. Staff can obtain this informa-
tion directly from a combination of program participant interviews, public databases, and landlord references, or they can 
purchase a background check that summarizes the person’s credit, housing, employment, income and criminal background 
history and references from their past landlords. In either case, program staff should make it clear to program participants 
that gathering background information is done without any judgment and will not result in screening them out of the RRH 
program. Rather, it is a necessary step to be as prepared as possible to obtain housing since the landlord can obtain this 
information from public databases. Program staff should reassure participants they will help them work through any tenancy 
barriers that may appear and that people with similar barriers can and do obtain housing.

If programs conduct their own background checks, they should plan to find source data and contact landlord references. A participant 
interview is not usually sufficient to get a comprehensive picture of the participant’s history. People may not remember, understand, 
or disclose all the information the program needs to help prepare a rental application. People also sometimes disclose more than is 
necessary on a rental application. For example, people often confuse arrests with convictions or notices to vacate with evictions. 

What do RRH programs do about a person’s Tenant Screening Barriers? Again, they do not use this information to refuse assis-
tance to someone experiencing homelessness. Experienced programs show that the great majority of people with very high 
Tenant Screening Barriers are able to successfully exit homelessness to housing. Instead, information about Tenant Screening 
Barriers enables the program to make the best housing match with the appropriate landlord or to know when the program may 
have to offer additional incentives (such as a double security deposit) to overcome landlord resistance, or to take other steps to 
address or remediate the barriers. In other words, information on Tenant Screening Barriers is used to obtain housing.

2: DEFINE THE HOUSING OPTIONS

The choice of a place to call home is very subjective and personal – where to live, with whom, the size of the apartment, the rent − and 
should be driven by the participant. RRH program staff can help with these decisions by helping participants consider their available 
and appropriate housing options. When possible, it is recommended to provide at least two to three housing options to a participant.

RRH program staff can use this Housing Search Checklist when helping match participants to housing options:

HOUSING SEARCH CHECKLIST

Who will live in the housing?

Should the housing allow pets?

What is the minimum number of 
bedrooms needed?

Are there any local options for 
subsidized housing?

How much income is available for rent?

(This may require projecting income and 
developing a tentative monthly budget. Unless the 
housing is subsidized or shared, rent will almost 
certainly be more than 50 percent of income.)

Is shared housing an option?

Does the housing need to be close to a certain 
school or job site?

What means of transportation will the participant be 
using and how does this affect the housing search?

Should housing be close to specific supports including 
family, friends, faith community, child care, children’s 
current school district, employment, or healthcare provider?

Are there safety concerns that limit housing options?

(For example, the search may need to avoid certain 
neighborhoods or be limited to buildings with secure 
entry. This is particularly important for domestic 
violence survivors and people who are trying to 
escape past associations with illegal activities.)

PART 1.  HOUSING IDENTIFICATION
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11.6 MATCHING PARTICIPANTS TO HOUSING continued

EXAMPLE OF SHARED HOUSING ROOMMATE MATCH FORM: WHAT DO YOU WANT IN A ROOMMATE?

What to Look for in a 
Roommate/What to Avoid

Very  

Important
Important Somewhat 

 Important
Not  

Important
Notes

Someone I can 
be friends with

Someone who will not  
have many visitors

Someone who does not smoke

Someone who is clean  
and sober

Someone with pets

A “night” person

3: BEGIN MATCHING PARTICIPANTS TO APPROPRIATE HOUSING

Program staff should match participants to landlords whose properties best meet the household’s search criteria as 
well as match the household to appropriate landlords. For example, some landlords may have units that are better 
suited for large families while other landlords may have ones that are better for single individuals. Some landlords may 
be willing to overlook certain types of criminal histories, or may be more welcoming to veterans, people in recovery, 
or single parents. When possible, programs should try to offer at least two to three options to each participant from 
which to choose.

While RRH programs should have a ready pipeline of housing already identified and staff should search for housing 
for, or with, participants, some participants may want to manage their housing search independently, requesting 
assistance only for actual costs: transportation, application fees, security deposit and first month’s rent. Ideally, the 
program is flexible enough to work with landlords selected by participants and can help participants decide if their 
choice is a good match for their needs. Staff must regularly check in with participants to assess their housing search 
progress, offer advice, and allow the participant to reassess their willingness to accept more help. If participants 
are not finding units or hearing back about housing applications within one to two weeks of searching, the program 
should be proactive about doing the housing search to help make the search more rapid.

Shared Housing
In some cases, particularly in tight housing markets or when participant income may be very limited, shared housing may 
be the best option for a household. Shared housing requires creating various participant engagement and coordination 
strategies on the part of the program but can offer participants a more sustainable housing option.

http://www.endhomelessness.org/library/entry/webinar-shared-housing-as-a-solution-for-single-adults-experiencing-homeles
http://www.endhomelessness.org/page/-/files/FINAL_Shared%20Housing%20Webinar.pdf
http://www.endhomelessness.org/page/-/files/FINAL_Shared%20Housing%20Webinar.pdf
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 1     Determine what kind of housing participants want by asking them to fill out a housing choice form. 

2     Assist participants to gather information and complete a standardized rental application .

3     �Arrange visits to the partner landlord units that match participant preferences and accompany participants when 
possible or needed.

4     �Accompany or assist participant to set up interview with landlords who are a likely match for the individual’s Tenant 
Screening Barriers and negotiate with or on behalf of participants.

5     �Prepare participant for landlord interviews (i.e., coach participants on how to respond to potential questions about 
Tenant Screening Barriers) and accompany participants to interviews when possible or needed.

6     �Arrange or provide transportation for housing search and/or interviews and help to arrange for child care during 
interviews when needed.

7     �Negotiate the lease terms with the landlord. When necessary, discuss any additional incentives that may convince 
a landlord to accept a person/household with particularly high Tenant Screening Barriers, such as a criminal history 
with arson or a sex offense.

8     Ensure that the unit, terms of the lease, and rental cost meet funder requirements.

9     Ensure that participant understands lease requirements before signing.

10    When appropriate or helpful, develop agreement between RRH agency and landlord.

11    �Obtain participant consent to release information to and from the landlord, such as through a Landlord-Case 
Manager Communication Agreement.

11.6 MATCHING PARTICIPANTS TO HOUSING continued

SUMMARY OF RRH PROGRAM STAFF ACTIVITIES IN PROVIDING HOUSING SEARCH 
ASSISTANCE TO PARTICIPANTS

PART 1.  HOUSING IDENTIFICATION
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APARTMENT COMPARISON CHECKLIST

APARTMENT DATABASE

PROPERTY QUEST: A GUIDE FOR FIRST TIME RENTERS

HUD LEAD-BASED PAINT BROCHURE

GETTING STARTED ON HOUSING SEARCH CHECKLIST

GETTING STARTED ON HOUSING SEARCH FLOWCHART

HOUSING SEARCH ASSISTANCE POLICY

ROOMMATE DECISION TOOL

ROOMMATE AGREEMENT

SHARED HOUSING AGREEMENT
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http://naeh.wpengine.com/wp-content/uploads/2017/03/1.11-Apartment-Comparison-Checklist.docx
http://naeh.wpengine.com/wp-content/uploads/2017/03/1.12-Apartment-Database.xlsx
http://naeh.wpengine.com/wp-content/uploads/2017/03/1.13-Property-Quest-A-Guide-for-First-Time-Renters.pdf
http://naeh.wpengine.com/wp-content/uploads/2017/03/1.14-HUD-Lead-Based-Paint-Brochure.pdf
http://naeh.wpengine.com/wp-content/uploads/2017/03/1.15-Getting-Started-on-Housing-Search-Checklist.docx
http://naeh.wpengine.com/wp-content/uploads/2017/03/1.16-Getting-Started-on-Housing-Search-Flowchart.docx
http://naeh.wpengine.com/wp-content/uploads/2017/03/1.17-Housing-Search-Assistance-Policy.docx
http://naeh.wpengine.com/wp-content/uploads/2017/03/1.20-Roommate-Decision-Tool.docx
http://Roommate Agreement
http://naeh.wpengine.com/wp-content/uploads/2017/03/1.21-Roommate-agreement.docx
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11.7 RETAINING LANDLORDS

Retaining landlords partners is just as important as recruiting them. RRH programs essentially have two clients: program 
participants and landlords. The following are effective approaches to ensure that the RRH program retains as many landlord 
partners as possible.

1. Deliver Landlord and Tenant Supports as Promised

The best way for programs to retain landlord partners is simply to deliver landlord and tenant supports as promised and in a 
timely manner. This does not mean that RRH programs can prevent every program participant from “falling out” of housing 
or leaving the program to re-enter homelessness. Retaining landlord partners successfully does mean that staff will always 
respond promptly to the landlord’s concerns and do their best to resolve the issue. Communication with the landlord (outside 
of using protected participant information) is open and regular, and staff should assist both landlords and tenants meet their 
respective responsibilities and protect their rights. The goal is to find a win-win solution to issues that jeopardize the program 
participant’s housing.

2. Match Each Participant to the “Right” Landlord

A second important approach to building and maintaining a strong partnership is to carefully match each household to a 
landlord who can work with the participant’s Tenant Screening Barrier profile. This is particularly critical for initial placements 
with a landlord. For example, a landlord may be willing to overlook income barriers and a misdemeanor criminal history but be 
unwilling to accept anyone with a drug felony. Over time, as the landlord’s trust in the RRH program grows, initial boundaries 
may be gradually expanded so that the landlord will include persons with higher barriers. 

3. Recognize Good Landlords 

In addition to offering incentives, programs can strengthen their partnerships by recognizing good landlords. Recognition may 
include thank you notes, awards for Landlord of the Year (or Month), articles in local newspapers, certificates of appreciation, 
and an annual Landlord Appreciation Event.  

4. Communicate Success and Positive Impact to Landlords 

Though landlord partners are running a business, they also may have an interest in social issues. Understanding the impact of 
homelessness and the importance of housing can be highly motivating. By offering landlord partners positive outcome data, 
success stories, and presentations by people who experienced homelessness, the program creates a sense of shared mission, 
fostering a new level of commitment and partnership.

PART 1.  HOUSING IDENTIFICATION

Create a shared database of landlords that your program or community is working 
with that lists what types of apartments they rent; indicates whether they are flexible 
in working with people with high tenancy barriers such as criminal histories or lack of 
income; describes in which neighborhoods their units are located and whether they are 
“good” landlords with whom to partner; and provides other useful information that will 
help match households to appropriate housing.

T
IP
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Overview:

Rent and Move-In Assistance is the second core component of RRH. Its goal is to provide short-term help to 
households to pay for housing. Activities under this core component may include paying for security deposits, 
move-in expenses, rent, utilities, arrears, and other costs that may help a participant obtain and sustain housing. 

The intent of the rent and move-in assistance component of RRH is to enable the quick resolution of the immediate 
housing crisis. The majority of RRH participants will be able to maintain housing with short-term rent assistance and 
connections to services. 

Programs should be attentive to the ability of a household to maintain housing once the subsidy ends but 
should not be constrained by attempts to reach a rent burden of only 30 percent of a participant’s income − a 
standard that is not possible for the majority of low-income and poor households. Instead, programs should 
recognize that once housed, the RRH households will be much better positioned to increase their incomes and 
address their other needs.     

Additionally, by providing assistance in an individualized, flexible, and progressive manner, programs can 
maximize the ability of available resources to serve the largest number of people possible. The flexible nature 
of the RRH program model allows agencies to be responsive to the varied and changing needs of program 
participants and the community as a whole. 

Part 2.  

RENT AND 
MOVE-IN 
ASSISTANCE

PART 2. RENT AND MOVE-IN ASSISTANCE
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22.1 PRINCIPLES OF RENT AND MOVE-IN ASSISTANCE 

2.2 STRUCTURING FINANCIAL ASSISTANCE 

Financial assistance includes rental assistance, move-in costs, utilities, and flexible financial assistance to cover other costs related 
to obtaining and sustaining housing. It is recommended that programs structure the amount and duration of financial assistance 
using a Housing First approach and providing financial assistance in a flexible, individualized, and progressive manner as described 
below. This will achieve the strongest outcomes for participants and serve the maximum number of households. 

Use a Housing First Approach to Provide Financial Assistance

RRH programs should use a Housing First approach to providing financial assistance, which means there are no precondi-
tions for people to receive assistance. The person or household is not required to have employment, meet a minimum income 
threshold, or participate in classes such as life skills or budgeting before obtaining housing. When and if these services are 
helpful for participants to sustain housing, assistance is provided after the person is housed. For strategies on how to help 
participants who have little to no income to obtain and sustain housing, see “Part 1: Housing Identification” and “Part 3: Case 
Management and Services” of this toolkit.

Provide Individualized Financial Assistance 

Financial assistance in an RRH program should be individualized. Rather than giving every household the same “package” of 
assistance, financial assistance should be determined based on each household’s needs. Not every household will need the 
same level or length of financial assistance. (In other words, RRH programs should not simply offer every participant the same 
fixed length and amount of subsidy, such as offering every household a one-year subsidy. Though providing a set package 
of assistance may be what the funding stream allows and it may be easier for the agency’s budgeting, it will likely 
decrease the number of households the program is able to serve.) 

An effective way to serve more households with RRH funds is to provide individualized financial assistance that is tailored to 
the strengths and needs of each household. This allows the program to provide just enough assistance to households that may 
not need more than a minimal subsidy to sustain housing on their own and offer more to households that may need longer 
and deeper subsidies. For example, households beginning with zero income should still be placed into their own housing and 
could receive a higher and longer level of subsidy while new income is secured, while a household with more income could be 
given a lower and shorter level of subsidy.

Provide Flexible Financial Assistance 

The length and depth of financial assistance should be flexible enough to adjust to a household’s changing needs and circum-
stances. If a household’s income increases or decreases, the financial assistance can be flexible enough to be appropriately 
adjusted. For example, if a household started the program with income but loses a job in the third month, the RRH program 
should be able to increase or extend assistance so they do not lose housing. 

The goal is to help households until they are no longer imminently at risk of becoming homeless in the near term. It is impor-
tant to recognize that RRH programs cannot alleviate every challenge a household may be experiencing and that a household 
may still be severely rent-burdened by the end of the subsidy. If the RRH program has ended homelessness for that household 
and provided the foundation and support for it to be successful in staying housed, the RRH program has met its goal.

• �Rent and move-in assistance should be flexible and tailored to the varying and changing needs of a household while providing 
the assistance necessary for a household to immediately move out of homelessness and to stabilize in permanent housing.

• �A rapid re-housing program should make efforts to maximize the number of households it is able to serve by providing 
households with financial assistance in a progressive manner, providing only the assistance necessary to stabilize in 
permanent housing.

PART 2. RENT AND MOVE-IN ASSISTANCE
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Use a Progressive Engagement Approach to Determine the Amount and Duration of Financial Assistance

To best meet the needs and build on the strengths of each household, serve as many households as possible, and achieve 
strong housing outcomes, it is recommended that RRH programs also use a progressive engagement approach to determine 
the amount and duration of financial assistance, as outlined below.
     
     1. �The RRH program initially provides a basic amount of financial assistance that is just enough to help a household obtain 

and eventually sustain housing on its own. 

     2. �The RRH program will periodically assess if the household is on the path to self-sufficiency or needs more assistance.

     3. �If it turns out the initial amount of assistance provided is enough for the household to sustain housing on its own and not 
become homeless in the near term, assistance will not need to be extended. 

     4. �If the household needs more assistance than what was initially provided, the program can extend financial assistance as 
needed and provide proactive case management to help the household stabilize in housing until they are no longer at 
risk of becoming homeless. 

     5. �If assistance has been extended to the maximum amount and the program has provided as many services and linkages 
to the household as possible, and the household still does not seem on a path to housing stability, it may be appropri-
ate to help the household get a more permanent subsidy such as a Housing Choice voucher or a permanent supportive 
housing placement, if they are eligible. 

Providing financial assistance in a progressive way allows the program to be flexible enough to adjust to each household’s unique 
strengths, needs, and resources, especially as their financial circumstances or housing costs change. This flexible and progressive 
approach to financial assistance tailors assistance to the individual strengths and needs of each household and supports the house-
hold toward becoming independent from RRH assistance. In an environment where there are limited RRH funds to meet the needs 
of the high number of households, this approach also enables the program to serve a higher number of households experiencing 
homelessness in a community.

When using a progressive approach to providing rental assistance, the RRH program periodically assesses the household’s 
progress toward assuming full rental payments. This assessment should determine whether financial assistance should be 
increased, extended, or tapered off. It also should identify additional actions needed from the program or the participant, and 
services or linkages that are needed, to enable the household to assume rental payments on its own. RRH programs must be 
able to extend or increase financial assistance when necessary to help participants avoid falling back into homelessness.

22.2 STRUCTURING FINANCIAL ASSISTANCE continued 

A household’s financial barriers to obtaining or maintaining housing should not stop an 
RRH program from serving that household. Even a household with zero income should be 
placed into housing as soon as possible, and the program should immediately work with the 
household and community partners to increase the household’s income by connecting them 
to employment and/or benefits. People with no or little income are more likely to obtain and 
maintain employment once they are housed rather than trying to increase household income 
while they remain homeless.

T
IP
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Most homeless households − even with some income − usually do not have money for 
start-up costs such as security deposits, utility deposits, furniture, and movers, so this 
assistance most likely will need to be provided to most, if not every, household.

T
IP

Avoid the “Cliff Effect”

A key consideration in designing and offering rental assistance is avoiding the “cliff effect,” where a household is unable to 
shoulder the full rent at the time the subsidy ends. As a result, the household becomes imminently at risk of homelessness 
shortly after exiting the RRH program. 

There are two common reasons this may occur. First, in the case management plan, projections about income increases may 
have been too optimistic and thus the household is too severely rent-burdened to sustain housing on its own. Second, the 
availability of the subsidy may lead the household to select housing that is more expensive than it can afford. 

To avoid the cliff effect, the program − throughout the program and especially as the subsidy gets closer to terminating − 
should be working closely with participants and providing proactive case management to ensure that the household is clearly 
on a path to assuming rent payments on its own. (See “Part 3: Case Management and Services” for more strategies on sup-
porting participants to assume the full rent payments.)

Other Methods of Structuring Financial Assistance:  Advantages and Disadvantages

To be most effective, it is recommended RRH programs structure financial assistance using the progressive engagement 
approach described above. However, there are other methods to structure financial assistance. The following describes those 
methods and related advantages and disadvantages. It also is possible to blend these models with the individualized, flexible, 
progressive approach described above. 

PART 2. RENT AND MOVE-IN ASSISTANCE

22.2 STRUCTURING FINANCIAL ASSISTANCE continued 

METHOD: DECLINING SUBSIDY  

The subsidy is initially high and declines on a fixed or “step-down” schedule, regardless of the participant’s income  
or circumstances.  

EXAMPLE:

MONTH 1: Program pays 100 percent of rent.

MONTH 2: Program pays 100 percent of rent.

RRH Programs can rapidly re-house someone who is chronically homeless, especially if 
permanent supportive housing is not available. The program will likely need to provide 
deeper subsidies and more intensive case management and services to support that person 
in housing. For purposes of remaining eligible for permanent housing placements dedicated 
to chronically homeless people, those persons will maintain their chronically homeless 
status while they are receiving rapid re-housing.
SOURCE: HUD FAQS

T
IP

www.hudexchange.info/faqs/530/is-an-individual-or-family-that-is-receiving-rapid-re-housing-assistance/
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22.2 STRUCTURING FINANCIAL ASSISTANCE continued 

Method Advantages Disadvantages
DECLINING SUBSIDY Predictability and clear guidelines for the rent 

subsidy allows households to plan.
 
By the time financial assistance ends, the 
household is paying 100 percent of the rent. 
This prevents the “cliff effect.”

The household’s income may not increase 
in lockstep with the declines in subsidy. 

The household may lose a job in month 3 
and may need more assistance, not less. 

Some households may not require a high 
subsidy in the beginning because they 
have income, while others may require 
a higher subsidy until they can secure a 
job or employment. This method does 
not reserve the most funds for the people 
who are in the most need.

Method Advantages Disadvantages
HOUSEHOLD PAYS A 
FIXED PERCENTAGE OF 
INCOME TOWARD RENT

Households have an incentive to increase 
income because their discretionary income 
also increases.

Program can allow zero contribution 
and pay 100 percent of rent if household 
income is zero.

Households may feel they are being 
penalized for increasing income.

If the percentage of household income 
contributed toward rent is low, there 
is a risk of the “cliff effect” when the 
subsidy ends.

METHOD: HOUSEHOLD PAYS FIXED PERCENTAGE OF INCOME TOWARD RENT  

Whether the household’s income increases or declines, it contributes a specific percentage of its income toward rent, with the 
subsidy making up the difference. 

EXAMPLE:

Household pays 30 percent of income toward rent.

MONTH 3: �Program pays 75 percent of rent; participant pays 25 percent of rent.

MONTH 4: �Program pays 50 percent of rent; participant pays 50 percent of rent.

MONTH 5: �Program pays 25 percent of rent; participant pays 75 percent of rent.

MONTH 6: �Subsidy ends; participant pays 100 percent of rent.
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22.2 STRUCTURING FINANCIAL ASSISTANCE continued 

Method Advantages Disadvantages
FIXED SUBSIDY Could incentivize increasing household 

income since an increase in income would 
not impact the amount of subsidy the 
program provides.

Could create an incentive for the household 
to select a smaller and less expensive unit 
to obtain a relatively deeper subsidy—and 
which may be easier to afford after the 
subsidy ends.

Households with zero income or very 
low income would likely be unable to 
afford rent.

Does not allow flexibility if household 
income changes.
 
If amount is equivalent to deep subsidy, 
ending subsidy risks the “cliff effect.”

METHOD: FIXED SUBSIDY  

The program contributes a fixed amount toward rent, perhaps based upon family or rental unit size and not based on income.

EXAMPLE:

1 BEDROOM: $500/MONTH SUBSIDY  

2 BEDROOM: $1,000/MONTH SUBSIDY

3 BEDROOM: $1,500/MONTH SUBSIDY

Many cases will arise that require flexibility in structuring the length and duration of rental assistance, which is why a more 
structured “one-size fits all” model is less effective than an progressive, flexible, individualized approach. A fixed subsidy that 
is based on unit size will not assist a person with zero income retain housing. A defined, step-level, declining rental subsidy 
cannot help individuals who lose their new job in month three. Some of these issues can be predicted in advance and excep-
tions defined, but other situations may be more case-specific.

 R
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RENT SUBSIDY CALCULATION FORM

RAPID RE-HOUSING BUDGET CALCULATION

STABILITY CONVERSATION GUIDE

CASE CLOSURE POLICIES

RENT REASONABLENESS FORM

AFFIDAVIT FOR NO INCOME

NOTICE TO LANDLORD OF FINANCIAL ASSISTANCE

MICAH NOTICE TO LANDLORD OF FINANCIAL ASSISTANCE

NOTICE TO CLIENT OF FINANCIAL ASSISTANCE CHANGE
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 R
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http://Rent Subsidy Calculation Form
http://naeh.wpengine.com/wp-content/uploads/2017/03/1.11-Apartment-Comparison-Checklist.docx
http://naeh.wpengine.com/wp-content/uploads/2017/03/2.2-Rapid-Re-Housing-Budget-Calculation.xlsx
http://naeh.wpengine.com/wp-content/uploads/2017/03/2.3-Stability-Conversation-Guide.pdf
http://naeh.wpengine.com/wp-content/uploads/2017/03/2.4-Case-Closure-Policies.pdf
http://naeh.wpengine.com/wp-content/uploads/2017/03/2.5-Notice-to-Client-of-Financial-Assistance-Change.pdf
http://naeh.wpengine.com/wp-content/uploads/2017/03/2.6-Rent-Reasonableness-Form.pdf
http://naeh.wpengine.com/wp-content/uploads/2017/03/2.7-Affidavit-for-No-Income.pdf
http://naeh.wpengine.com/wp-content/uploads/2017/03/2.8-Notice-to-Landlord-of-Financial-Assistance.docx
http://naeh.wpengine.com/wp-content/uploads/2017/03/2.9-Notice-to-Landlord-of-Financial-Assistance.docx
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22.3 �FLEXIBLE FINANCIAL ASSISTANCE TO SUPPORT OTHER 
HOUSEHOLD NEEDS AND COSTS

RRH programs should provide financial assistance to cover housing costs, which may include rental deposits, first month’s rent, 
last month’s rent, temporary rental assistance, and/or utility assistance, either directly or through formal agreement with another 
organization or agency. However, sometimes other expenses can be obstacles to people’s ability to retain their housing after 
exiting homelessness. Therefore, programs also should be prepared to help participants meet basic needs at move-in.

Household Needs

Rapidly creating a livable home in permanent housing can help a participant sustain housing. Most people who fall into home-
lessness will not have essential items – furnishings such as mattresses or cribs, kitchen items, cleaning supplies, etc. – neces-
sary to set up a home. In some situations, rental housing does not include a stove or refrigerator so programs may need to 
help participants obtain an essential appliance. RRH programs should have resources to fill these critical gaps.

Other Costs to Promote Housing Stability

Programs also may cover other costs that hinder a participant’s ability to obtain or sustain housing, such as child care, trans-
portation, job-related costs, and car repairs. RRH programs also should have the capacity to pay reasonable rental arrears 
and utility arrears that directly prevent a participant from being able to sign a lease. (Note: There are many instances where a 
person does not have to pay arrears to be able to sign a lease with a new landlord, so programs should not pay arrears until 
first trying other options to obtain housing for the participant.) 

Use Flexible Local or Private Resources 

RRH programs are far more effective at helping people obtain and sustain housing when they have flexible funds to cover these other 
household needs. These short-term costs do not fall into a single category, and some are not eligible expenses under federal funding 
programs. Many RRH programs use local or private funding sources, as well as donations, to cover costs that are ineligible for federal 
funding. In general: 

• �Use local foundation or general funds or raise flexible donor funds to cover such costs.

• �Solicit a partnership with a furniture and bedding chain to secure donations of beds, dressers, etc.

• �Approach local churches, mosques, and synagogues, or hotels to collect gently used bedding, towels, dishes, etc., to provide 
as a “housewarming gift” for formerly homeless households.

• �Find a local nonprofit that manages a centralized warehouse for storage of used furniture and coordinates distribution to 
extremely low-income households.

• �Sometimes paying to retrieve a household’s furnishings from storage and transporting them may be quicker and more cost-
effective than obtaining replacement goods.

Examples of Situations that May Warrant Additional Financial Support:

•   �A former carpenter lost his lost during an extended illness and was homeless for two years. He has a job offer at a 
construction company but will only get hired if he pays union dues. The RRH program uses flexible funding sources 
to cover the union dues and buys a tool belt with basic tools for him to use at work.

•   �A single mother is on a waiting list for subsidized day care but likely will not be able to enroll her children for two months. The 
RRH program identifies child care funding through a partnering organization so the woman can get a job.

•   �A homeless man who is a registered sex offender has been unable to find housing that will meet the locational restrictions of 
his parole. His brother does not want to share his home because of unannounced parole visits, but he is willing to allow the 
man to live on his property. The RRH program finds a used house trailer and pays for the tie-down and utility hook-ups.

•   �An apartment in a tight housing market becomes vacant while a participant is in the hospital for two weeks. The 
program uses flexible funds to pay rent on the vacant apartment to hold it until the participant can move in.
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22.3 �FLEXIBLE FINANCIAL ASSISTANCE TO SUPPORT OTHER 
HOUSEHOLD NEEDS AND COSTS continued

Steps for Providing Rental Assistance and Other Household Needs and Costs
1. ASSESS THE LIKELY LEVEL OF RENT THE PERSON WILL BE ABLE TO SUSTAIN WHEN THE PROGRAM ENDS 

    • �When calculating rents a participant can pay, it is important to recognize that unless the participant is able to obtain a 
permanent rent subsidy (e.g., Housing Choice Voucher or “Section 8”) or a subsidized housing unit, it is likely that housing 
costs will exceed the standard “affordability” limit of 30 percent of income. Participant will more likely be spending more 
than 50 percent of their income on housing. When assessing, staff should ask: What is the most the household can pay for 
housing, considering all other necessary costs and likely income?  

    • �When considering current and potential income, staff should be aware of the person’s income history, the local job market, 
and the eligibility and amount of any income supports for which the household qualifies. 

2. WHEN NECESSARY, PROVIDE OR HELP THE PARTICIPANT TO ACCESS FUNDS FOR HOUSING SEARCH 

    • �In some communities, this may include paying application fees or buying a tenant screening report. The payment of trans-
portation costs for a housing search may be eligible program costs from some funders, or it may require the program to 
secure more flexible private dollars to buy bus cards, gas cards, or pay for car repairs. 

    • �RRH programs may choose to offer assistance with these costs even when the household has some savings available. This 
can be part of a plan for households to use their savings for other essential, but frequently ineligible expenses, such as 
paying for a car repair, or to protect the savings as an emergency reserve to cover a future unanticipated financial crisis. 

3. �WHEN NECESSARY, SET UP UTILITIES, WHICH MAY REQUIRE A DEPOSIT AND ALSO MAY RE-
QUIRE PAYING UTILITY ARREARS  

    • �This is an eligible expense under some federal funding programs as well as through other flexible funding streams.

    • �Negotiate with the utility company. Sometimes a utility company will be willing to accept partial payment of arrears. Some 
payment may be better than no payment, and if the household is working with a program to exit homelessness, the utility 
company may be willing to discuss a lower lump sum or small monthly payment on arrears.  

    • �Try to find housing where utilities are included in the rent, particularly when there are significant utility arrears that cannot be 
satisfied. When utilities are included in the rent, the utility company often does not require a credit check or utility deposit.  

    • �Where utilities are separate, a utility subsidy also may be required.

4. �PROVIDE ESSENTIAL BASIC HOUSEHOLD FURNISHINGS, WHICH MAY REQUIRE PRIVATE FURNI-
TURE DONATIONS OR FLEXIBLE PRIVATE FUNDING TO BUY FURNITURE

Tools

ABODE HOUSEHOLD ITEMS DONATION WISH LIST

MICAH HOUSEHOLD ITEMS DONATION WISH LIST C

 C

Programs should be attentive to the ability of a household to maintain housing once a subsidy 
ends, but they should not be entirely constrained by attempts to reach a rent burden of only 30 
percent of a participant’s income—a standard that is not achieved by the majority of low-income 
and poor households. Instead, they should recognize that once housed, RRH households will be 
much better positioned to increase their incomes and address their other needs.

T
IP

http://naeh.wpengine.com/wp-content/uploads/2017/03/1.18-Household-Items-Donation-Wish-List.pdf
http://naeh.wpengine.com/wp-content/uploads/2017/03/1.19-Household-Items-Donation-Wish-List.docx
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22.4 �FINANCIAL ASSISTANCE AND STAFF ROLES

2.5 FINANCIAL POLICIES AND PROCEDURES 

The standards, policies, and procedures an RRH program should have in place for structuring and administering financial assistance 
are further outlined in the RRH Performance Benchmarks and Program Standards.

Programs should have clearly defined policies and procedures for determining the amount of financial assistance pro-
vided to a participant, as well as defined and objective standards for when case management and financial assistance 
should continue and end. Policies detailing this progressive approach include clear and fair decision guidelines and 
processes for reassessment for the continuation and amount of financial assistance. If participants are expected to pay 
an amount toward their housing, the RRH program should have a written policy for determining that amount, and it 
must be an amount that is reasonable for their income (this could be up to 50 to 60 percent of income), including $0 
for those with no current income. In a minority of circumstances, a household may receive RRH financial assistance while 
it is waiting for a voucher or more permanent type of subsidy, and policies and procedures also should carefully detail 
when and how RRH assistance is used as a bridge to a permanent subsidy. Whenever a program departs from its rental 
assistance structure, the case manager and supervisor or manager should ensure that the departure is fair, necessary, and 
subject to adequate oversight.

Each RRH program will have its own staffing pattern and staff job descriptions. In some cases, case managers are responsible 
for all aspects of a participant’s services: housing search, case planning, financial assistance, and closing the case. In these 
programs, case managers may have smaller caseloads. In other programs, housing search and financial assistance may be 
given to a housing specialist, so case management caseloads may be larger. The housing specialist and case management 
roles are integral to all RRH programs; the staff responsible for each function is a program design decision.  

All program staff should be trained on regulatory requirements of all RRH funding streams and on the ethical use and 
application of a program’s financial assistance policies, including, but not limited to, initial and ongoing eligibility criteria, 
program requirements, and assistance maximums. Programs also should have a routine way to trainnew staff and to keep staff 
regularly updated on changing regulations and/or program policies.

2.6 ADMINISTERING FINANCIAL ASSISTANCE 

To manage the program’s budget and remain in compliance with funder requirements, financial assistance must be carefully adminis-
tered, documented, and monitored, with appropriate oversight. The administration of financial assistance should assure that all start-up 
costs are quickly paid to the landlord. In RRH programs, there are various special considerations for administering financial assistance.

1. �ESTABLISH WORK FLOW AND TIMING

     • �Programs must have a clearly delineated work flow between program staff and the finance staff responsible for administering funds.

2. �ENSURE PREDICTABLE PAYMENTS

     • �The finance staff also must be able to determine when and how a case manager or housing specialist should submit a monthly 
invoice to be able to assure that all rent subsidy checks are paid to the landlord when due each month and that utility pay-
ments are transmitted according to the utility company’s deadline.

http://www.endhomelessness.org/page/-/files/Rapid%20Re-Housing%20Performance%20Benchmarks%20and%20Program%20Standards_2016.pdf
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2
3. �ASSURE THE IMMEDIATE AND TIMELY ISSUANCE OF RENT CHECKS

     • �RRH programs need procedures for assuring that checks are issued and transmitted directly to landlords quickly and in 
a timely manner. Checks for rental subsidies cannot be written to participants and should be delivered directly to the land-
lord by the program.  

     • ��To maintain the best possible relationship with landlord partners, checks should be processed within the shortest period of 
time possible.  Ideally, the program can pay the security deposit and first (and last—if required) month’s rent at the time of 
lease signing or within one to three days. The ability to quickly pay for housing start-up costs requires an expedited process for 
program staff to submit an invoice, obtain any necessary supervisory or administrative approval, and for administrative/fiscal 
staff to quickly cut the check.

4. �PLAN FOR UNPREDICTABLE BUT URGENT COSTS

     • �The program must be able to immediately generate a check to the landlord for the security deposit and first month’s rent when 
a lease is offered to a participant. This is often necessary to secure an apartment, especially in a competitive rental market. 
Where there is any delay in issuing a check for housing start-up, finance staff must be able to provide a written/electronic 
guarantee of funds to the landlord. Other case-specific expenses may require quick turnaround, such as subsidizing day care or 
purchasing a uniform for a new job.

5. �PROVIDE STAFF TRAINING

     • ��Finance staff should be familiar with the RRH program’s goals and case manager roles, so they can support urgent payment 
requests to secure housing or prevent a participant from losing housing. Similarly, finance staff should communicate their pro-
cedures and limitations to program staff, to encourage as much advance planning as possible.

6. �ESTABLISH DOCUMENTATION STANDARDS

     • ��Given that most RRH programs have multiple funding sources, finance staff must have documentation standards that will 
fulfill varying requirements and meet generally accepted accounting standards. This may mean developing one set of stan-
dards and forms that will suffice for all funders, or it may require separate forms for each funder. Finance staff must provide 
training and forms to program staff.

7. �TRACK AND FREQUENTLY UPDATE CURRENT AND PROJECTED SPENDING

     • �Given that rental subsidies vary and may change from month-to-month, and new costs may emerge at any time, it is imperative 
to track expenses very carefully and routinely update spending projections to ensure sufficient funds remain through the end 
of a given funding source period (or fiscal year).     

     • �Budgeting may seem challenging when providing individualized rental subsidies instead of set financial packages or step-down 
declining subsidies. RRH programs should provide their staff with tools to budget each month of assistance so they can see 
how much is left in the program budget and provide further assistance accordingly. After operating for some time, programs 
also can assess what the average length of assistance is for households and use that average as a basis to project program 

costs for the year.

2.6 ADMINISTERING FINANCIAL ASSISTANCE continued 
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Overview:

RRH case management and services is the third core component of RRH. The goal of RRH case management 
is to help participants obtain and move into permanent housing, support participants to stabilize in housing, 
and connect them to community and mainstream services and supports that can enable them to build on their 
strengths and meet their needs.

RRH is a short-term crisis intervention. As such, the intent of RRH case management is not to build a long-term 
services relationship but instead to assist a household in accessing and stabilizing in a housing unit. Because of 
that, RRH case management focuses on navigating barriers to stable tenancy and helping participants to build an 
ongoing support system. It does the latter by identifying and connecting participants with community supports, 
including services and mainstream resources as well as family and friend networks, so they have support to attain 
their own personal goals and work through issues that may have contributed to their original housing instability. 

Programs should not initially assume all participants need multiple services but wait until a need is demonstrated 
and/or expressed by the participant. RRH case managers should be proactive and prepared to inform participants 
about services and resources that are available in the community, including those that will help the household 
stabilize within its new home and improve its economic and overall well-being. This may include connections to 
quality child care and child development programs, employment services, education and recreational programs, as 
well as health and behavioral health resources.  

Staff should increase supports as needed to help program participants. In instances when households’ situations 
are more complex and they want longer-term supports to retain their housing, a program must be able to connect 
households to appropriate community and mainstream services to enable longer-term assistance.

Part 3.  

CASE 
MANAGEMENT 
AND SERVICES
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33.1 PRINCIPLES OF CASE MANAGEMENT AND SERVICES

PART 3. CASE MANAGEMENT AND SERVICES

• �Rapid re-housing case management should be participant-driven. Case managers should actively engage participants in 
voluntary case management and service participation by creating an environment in which participants are driving the case 
planning and goal-setting based on what they want from the program and services, rather than on what the case manager 
decides they need to do to be successful.

• �Rapid re-housing case management should be flexible in intensity − offering only essential assistance until or unless the 
participant demonstrates the need for or requests additional help. The intensity and duration of case management is based 
on the needs of individual households and may lessen or increase over time.

• �Rapid re-housing case management uses a strengths-based approach to empower participants. Case managers identify 
the inherent strengths of a person or family instead of diagnoses or deficits, then build on those strengths to empower the 
household to succeed.

• �Rapid re-housing program case management reflects the short-term nature of rapid re-housing assistance. It focuses on 
housing retention and helping a household build a support network outside of the program. It connects the participant with 
community resources and service options, such as legal services, health care, vocational assistance, transportation, child 
care, and other forms of assistance, that continue beyond participation in the rapid re-housing program.

3.2 RRH CASE MANAGEMENT OBJECTIVES
1. FOCUS ON RESOLVING THE HOUSING CRISIS

One of the primary goals of RRH is to resolve housing crises in a short period of time. Thus, while all case managers assess, 
plan, facilitate, coordinate care, evaluate, and advocate, the role of a case manager is different in an RRH program than in 
other types of programs because of the short-term and housing-focused goals of the program. Other types of case man-
agement may emphasize addressing longer-term goals, such as medical, therapeutic, or economic improvement. RRH case 
management, however, requires knowledge and skill sets that are highly specialized and focused on ending a participant’s 
housing crisis in a short period of time. 

Resolving the housing crisis requires that case managers place a primary focus on housing-focused activities. The case 
manager in an RRH program is a specialist in all things related to obtaining and retaining housing. This requires both knowl-
edge and skills, including:
     • �Knowledge of the types of housing available in the local community, including eligibility requirements and processes, 

costs, amenities, and services. 
     • �A working knowledge of landlord-tenant rights and responsibilities, and the ability to assess and provide information to 

participants on tenancy requirements. 
     • �The ability to assist participants in accessing the community resources they will need to secure and retain housing.

     • �Familiarity with strategies that participants can use to prevent or resolve future housing crises. 

2. USE A HOUSING FIRST APPROACH

RRH case managers use a Housing First approach. The case manager’s primary focus is ending the crisis of homelessness by 
assisting participants to obtain and retain permanent housing. This means the case manager does not expect or require that 
the participant meet certain behavioral or economic preconditions (such as an income threshold or sobriety) to be able to 
obtain housing and exit homelessness.

3. USE A TRAUMA-INFORMED AND STRENGTHS-BASED APPROACH

RRH case managers use a trauma-informed and strengths-based approach. Because homelessness can be a crisis of major 
significance, rapidly re-housing a person experiencing homelessness requires case managers who understand the impact of 
trauma and stress on participants’ emotional, behavioral, and cognitive capacity. Certain personal issues such as mental health or 
substance use may be exacerbated by the stress of experiencing homelessness and should not be a reason for the case manager 
to assume that someone is not able to obtain or sustain housing. 

Until the housing crisis is resolved and the participant’s stress is decreased, case managers should support the household 
in setting short-term, achievable, and appropriate goals instead of focusing on longer-term goals. While many of these 



31

33.2 RRH CASE MANAGEMENT OBJECTIVES continued

PART 3. CASE MANAGEMENT AND SERVICES

symptoms of stress will subside once the crisis is resolved, the case manager must be skilled at assessing participants’ various 
and changing levels of ability to carry out goals and action steps. The case manager should focus on the essential steps 
required to end the housing crisis.

4. RECOGNIZE PARTICIPANT CHOICE

RRH case management is driven by participant-choice. The case manager assists and empowers participants to create housing 
plans that reflect the participant’s goals and priorities. Although very low-income households with high housing barriers do not 
have unlimited housing choices, they can still decide who they will live with and how to address their own barriers.

5. WORK WITH EACH HOUSEHOLD IN AN INDIVIDUALIZED AND FLEXIBLE WAY

RRH case managers should work with each household in an individualized and proactive way. Case managers should under-
stand that people have different histories, preferences, strengths, barriers, and responses to stress. Services must be tailored 
accordingly and changed as the person’s situation and capacity shift. An RRH program should not set rigid, uniform time limits 
or caps on case management assistance, but be flexible enough to provide the amount of case management and services 
that a household needs, which initially may be minimal. Case managers should be able to provide longer or more intensive 
case management assistance when an individual or household is unable to achieve the critical elements of stability with the 
program’s usual level of case management.

CASELOAD SIZES

Caseload size varies across RRH programs depending on how they are staffed, such as whether they have housing special-
ists that conduct the housing search for participants. This has an impact on the frequency and duration of contacts with a 
household. It is not possible to reliably predict which individual households will need more (or less) contact. But there are 
factors that suggest the need for more contact and can be used to make decisions about caseload size. 

Because RRH case management is home-based, travel time is a factor. Some case managers must travel extended distances to 
meet with their participants. In general, it might be logical to assume that participants who have had little or no experience living 
in housing may need more support and guidance than more experienced renters. Whether the program has a caseload of 1:20 
or 1:40, written policies and procedures should establish general expectations for participant contact. Nevertheless, the program 
also should allow flexibility to provide more contact with participants who need it, or less with those who do not.

RRH case managers should work with people with low to very high barriers to housing. 
Even though people experiencing the crisis of homelessness may have many challenges, the 
majority of people in effective RRH programs return to permanent housing with relatively 
short-term interventions and do not return to homelessness.

T
IP

Tools

CASE MANAGEMENT SUPPORT POLICIES

CASE MANAGER JOB DESCRIPTION

RE-HOUSING NAVIGATOR JOB DESCRIPTION

CASE MANAGER JOB DESCRIPTION

CLIENT ELIGIBILITY POLICIES

 R

 R

 R

 R

 R

http://naeh.wpengine.com/wp-content/uploads/2017/03/3.1-Case-Management-Support-Policies.pdf
http://naeh.wpengine.com/wp-content/uploads/2017/03/3.2-Case-Manager-Job-Description.docx
http://naeh.wpengine.com/wp-content/uploads/2017/03/3.3-Re-housing-Navigator-Job-Description.docx
http://naeh.wpengine.com/wp-content/uploads/2017/03/3.4-Case-Manager-Job-Description.pdf
http://naeh.wpengine.com/wp-content/uploads/2017/03/3.5-Client-Eligibility-Policies.docx
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PART 3. CASE MANAGEMENT AND SERVICES

RRH Case Management can be described in three phases, which are detailed in this section. Note that if the RRH Program 
does not have specialized housing staff and case managers are also performing the duties of housing search and landlord 
recruitment, staff should include the activities described in “Part 1: Housing Identification” of this toolkit.

Initially, rapid re-housing case management is primarily focused on assisting a participant in obtaining 
and moving into a new housing unit. Case managers should help participants resolve or mitigate Tenant 
Screening Barriers like rental and utility arrears or multiple evictions. obtain necessary identification 
if needed; support other move-in activities such as providing furniture; and prepare participants for 
successful tenancy by reviewing lease provisions.

After moving in, rapid re-housing case management should be home-based and help participants 
stabilize in housing. Based upon their needs and requests, it should help them identify and access 
supports, including family and friend networks, mainstream and community services, and employment 
and income. 

Rapid re-housing assistance should end and the case should be closed when the participant is no longer 
going to be imminently homeless. In some instances, case management may continue after financial 
assistance ends, if appropriate or requested by the househould. For those that will require ongoing 
support after exiting the rapid re-housing program, case managers should provide participants with 
warm handoffs to mainstream and community-based services that will continue to assist them. 

PHASE 1. OBTAIN AND MOVE INTO PERMANENT HOUSING

PHASE 2. SUPPORT: STABILIZATION IN HOUSING

PHASE 3. CLOSE THE CASE

PHASE 1: Obtain and Move Into Permanent Housing

ASSESSMENT. Some assessment may have been conducted before a person’s referral to an RRH program (e.g., by 
a street outreach, coordinated entry, or emergency shelter provider), but case managers often have to do additional 
assessments. It is important for the assessments to be relevant to helping the participant obtain and move into 
permanent housing rather than assessing things the program will not be addressing.

The following assessments are appropriate for case managers to conduct to help a participant obtain and move into 
permanent housing.
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33.3 PHASES OF RRH CASE MANAGEMENT continued

ASSESS TENANT SCREENING BARRIERS.Tenant Screening Barriers are issues in the person’s income, credit, hous-
ing, and criminal history that would cause a landlord to deny the person’s rental application. (See “Part 1: Housing Identifica-
tion” for more information on Tenant Screening Barriers.) This assessment must be conducted immediately as it will guide 
choices for matching appropriate landlords to households.

ASSESS HOUSING RETENTION BARRIERS. Housing Retention Barriers are patterns in earlier episodes of housing 
instability or homelessness that could reasonably be expected to recur in the near future and jeopardize housing. These may 
be based on underlying issues such as a lack of information about tenant responsibilities, an unreliable income, or problems 
having guests whose behavior is illegal or disruptive to the “quiet enjoyment” requirement in the lease. Sometimes, these bar-
riers may be suggested by the Tenant Screening Barrier assessment, but often Housing Retention Barriers are identified over 
time. Housing Retention Barriers do not have to be addressed before housing search, but some barriers may suggest or rule 
out certain housing options. For example, if a participant has been evicted twice because his friends moved in and conducted 
illegal activities from the participant’s apartment, the participant and case manager should discuss the advantages of housing 
choices in secure buildings or in a different part of town where the participant might be away from those activities.	

ASSESS HOUSING OPTIONS. Housing options are the types of housing a household wants and what rental amount can be 
reasonably sustained after the RRH program ends. This will inform the housing search process. The case manager must discuss the 
following with the participant in an open and nonjudgmental way.

   • �The person’s current or probable income and how much is available for rent. 
	 - �For many people, their income can be expected to remain relatively stable. (However, once the case manager connects the 

household to free or low-cost goods and services, the portion of income available for rent may increase.)  
	 - �Include any income that may come from things outside of traditional employment.
	 - �For those with little to no income, the case manager must create estimates of likely employment earnings and/or income 

supports. Permanent rental subsidies may offer the best option for someone who may be unable to increase or have 
income. Given the local supply and eligibility requirements, the case manager should know whether this is a realistic 
option. Most people, however, will have to rely on income from employment or public benefits, so part of the assessment 
should examine what can be done to increase resources from those sources.

	 - �Constructing a simple, tentative spending plan (budget) will suggest the target range for rent. (It is unlikely a person can 
spend only 30 percent of his/her income on rent in unsubsidized housing. Nationally, the great majority of extremely 
low-income households spend more than 50 percent of their income on housing.)

   • �The type, location, and size of housing the participant would prefer and how their choices match their income, Tenant 
Screening Barriers, and any relevant eligibility factors. 

ASSESS FAMILY, FRIEND, AND OTHER SOCIAL AND COMMUNITY SUPPORTS. Participants often have 
family, friends, and faith-based and other community supports in their lives. Discussing these options can help participants 
recognize they already have strong supports they can build upon.

ASSESS GAPS IN SUPPORT. Staff also can assess areas where participants feel there are gaps in their supports and 
what other goals they would like support achieving (child care, employment, transportation). These may need to be revisited 
after a person is housed, given that people may have difficulty focusing on any goals that are not very short-term or related to 
housing until after they are housed.

It is important to be able to utilize information on housing barriers as tools to obtain and 
retain housing, not criteria to screen people out of an RRH program. The great majority of 
people with significant Tenant Screening and/or Housing Retention Barriers can and do 
successfully exit homelessness with RRH.

T
IP
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33.3 PHASES OF RRH CASE MANAGEMENT continued

HOUSING PLANS
A Housing Plan is a road map for obtaining and maintaining permanent housing. The case manager and participant discuss and 
define the end goals, break each into specific action steps to be taken by the case manager and the participant, and set dates for 
reviewing progress and updating the Housing Plan. 

A Housing Plan should be:

     �PARTICIPANT-DRIVEN. The RRH participant’s goals and priorities drive the Housing Plan. The case manager provides 
critical information to help the participant make choices and supports the person’s decisions to the extent possible.

     �HOUSING-FOCUSED. The overarching purpose of the Housing Plan is to obtain permanent housing and to sustain 
permanent housing. Goals that are not related to getting and keeping housing are deferred unless they are a very high 
priority for the participant.    

     �REASONABLE. A participant experiencing a housing crisis may feel overwhelmed with too many goals. What is 
“reasonable” in terms of making progress will be different for each person and can change over time. Housing Plans 
should reflect this and be flexible and changeable. Housing Plans’ goals are SMART—Specific, Measurable, Attainable, 
Realistic, and Timely and include action steps specific to each goal and specify who is responsible for each step—staff 
or participant. Action steps include a target date for achievement. Plans also identify when a progress review and 
update will occur and are revised as needed. The Plan is reviewed and updated frequently. Exit planning should start 
early in the process of case management so people are not caught off guard when the subsidy is about to end.

     �SHORT-TERM. Action steps are those that can be taken in a relatively short period of time. This allows the case 
manager and participant to continually reassess progress and address remaining barriers.

A case manager may be able to help participants improve their Tenant Screening Barrier profile. As 
an example, the RRH program might pay the participant’s rental arrears to a previous landlord in 
exchange for a positive (or at least neutral) reference. But most Tenant Screening Barriers cannot 
be immediately resolved, and some are difficult to change. Even if a database (credit, criminal, 
eviction) has errors, correcting the record can be complicated and take considerable time. The case 
manager’s approach should accept the Tenant Screening Barriers that cannot be quickly changed 
and find a landlord who is willing to overlook the barriers. If the participant’s Tenant Screening 
Barriers are greater than the landlord would ordinarily accept, staff should negotiate with the 
landlord, offering additional incentives to help the landlord overlook the barriers.

T
IP
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33.3 PHASES OF RRH CASE MANAGEMENT continued

OBTAINING HOUSING
Once the best housing match is made and the landlord has accepted the application, the case manager and participant should:

     �REVIEW THE LEASE to assure that it complies with funder requirements and is consistent with applicable laws. Case 
managers are trained in basic landlord and tenant rights and responsibilities, and the characteristics of leases that 
meet funder requirements. The case manager also has access to community legal services to discuss potential lease 
irregularities.

     �REVIEW THE RENT to assure that it does not exceed limits established by funders. The case manager may need to 
consider local Fair Market Rents and know how to conduct a Rent Reasonableness comparison. 

     �REVIEW THE PREMISES to assure they meet funder requirements. Case managers must be able to conduct an inspec-
tion or have prompt access to an inspector who has been trained appropriately.

     �NEGOTIATE THE LEASE TERMS, when necessary, including move-in costs (deposit, first month’s rent, any included 
utilities, fees, and penalties) or any necessary accommodations related to a disability.  

     �ASSURE THE LEASE is properly signed and move-in costs are promptly paid to the landlord.

MOVING INTO HOUSING
The RRH Program should assist households with the actual move into their new housing unit. The program could assist with 
necessities, including providing moving costs, move-in kits that include cleaning supplies, linens, and toiletries, basic furnish-
ings, and orientation to the neighborhood’s grocery stores, pharmacies, child care options, and community resources.

PHASE 2: Support Stabilization in Housing

Once the individual or family has moved into housing, the case manager’s primary focus shifts to housing stability. 
Housing stability is defined as the ability to pay the rent and comply with the terms/requirements of the lease. Goals and 
action steps in the Housing Plan reflect this emphasis.  

Case managers employ multiple strategies and referrals to assist their participants with housing stability and offer 
various direct assistance and linkages to community-based supports. Some services, such as tenancy supports, are often 
available only in RRH programs and must be provided directly by the case manager. But other housing plan goals can 
best be achieved by linking the participant or household to a community resource, such as a job search program or public 
assistance benefits office. Case managers must be very proactive and go far beyond simply offering contact information 
for referrals and should provide a warm hand-off to other supports whenever possible. RRH case managers should help 
participants prepare eligibility documentation, assure they can obtain an appointment, and follow up with the participant 
and service provider to mediate or offer support. 

PROVIDE HOME-BASED CASE MANAGEMENT
Home visits are the most effective way to identify a household’s Housing Retention Barriers and intervene to assure these do 
not cause housing loss. When case managers make the home visit an occasion to support the participant’s goals in the home 
(rather than a time to list problems and deficits), the home visit can be a very positive experience. However, when a person 
does not want to meet at home, the case manager should arrange another place conducive to discussing housing issues. It is 
important for a program to have clear policies, procedures, and safety protocols for case managers about home visits.

https://www.hudexchange.info/resources/documents/CoC-Rent-Reasonableness-and-FMR.pdf
http://www.endhomelessness.org/library/entry/home-based-voluntary-services-preparing-your-staff


36PART 3. CASE MANAGEMENT AND SERVICES
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PROMOTE HOUSING STABILITY
To promote housing stability, case managers and RRH participants work together on one or more of the following activities.

     �INCREASE INCOME. Most often, an episode of homelessness is triggered by a financial crisis that leads to housing loss. 
Some households who become homeless have zero income; others lack income that is regular and sufficient for rent. 
Clearly, to end a homelessness crisis and stabilize permanent housing, the household must be able to pay rent. Not all 
participants must increase their income; some have earnings or income supports that are at least sufficient to pay rent, even 
if the household is severely rent-burdened. But when the person cannot sustain housing without additional income, this must be 
a critical focus for case managers. Given that RRH programs are relatively short-term, case managers must become extremely 
knowledgeable about a wide variety of benefits and the best pathways to secure them for the participant. 

     �Many effective RRH programs coordinate closely with employment service providers in their community to ensure 
participants have ready access to those resources. Case managers should foster and improve connections with 
key resource providers that participants need. This can improve the long-term housing stability and well-being of 
participants and facilitate a responsible closure of RRH case management services.

     �CREATE A BUDGET AND MAXIMIZE INCOME AVAILABLE FOR RENT. Whether or not enhancing income is a goal, 
managing spending can improve the household’s ability to pay the rent. Case managers can help their participants 
budget spending by:

        • Developing an honest household budget.
        • �Assisting them to apply for benefits such as food supports (SNAP), utility subsidies, free lifeline cellphones.
        • �Identifying free or reduced-cost goods and services (food pantries, clothing shelves, subsidized child care, etc.)
        • �Connecting the participant to an accredited consumer credit counselor for debt consolidation or interest rate 

negotiation to reduce monthly debt payments.  

     �PROVIDE TENANCY SUPPORTS. Tenancy supports include providing information and/or skill-building to help tenants 
understand and comply with the requirements of their lease. While most households become homeless due to financial 
issues, some also may have been evicted for lease violations or have acquired poor landlord references due to conflict 
with other tenants, damage to the apartment, or problems controlling children, guests, trash, or noise. Case managers 
can help prevent a recurrence of these problems by:

        • �Offering knowledge of landlord-tenant rights and responsibilities and providing correct information as needed. A 
tenant advocate or legal aid organization may be able to train case managers and develop methods of identifying 
knowledge gaps.

        • �Educating tenants about issues that may be “red flags” to landlords of possible lease violations when conducting 
home visits to help solve problems in caring for the unit, controlling noise, setting boundaries for guests, etc.

        • �Role-playing responses to complaints by other tenants or requests for a repair.

        • �Mediating conflict between the landlord and the participant.

Even limited reductions in spending can reduce a household’s overall rent burden, especially 
when paired with any increase in income. Case managers should understand, however, that 
some costly items that may seem “unnecessary,” such as cable television, alcohol,  fast food, 
or cigarettes, may be important to the household. Participants should feel comfortable being 
honest about their budgeting needs with case managers.

T
IP
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        • �Checking in with the landlord to identify any problems with the participant’s tenancy so they can be resolved 
before escalating to eviction.

     �RESOLVE URGENT LEGAL PROBLEMS. Sometimes, a person has legal issues that can directly impact housing 
stability. For example, an open bench warrant is an order issued by a judge or law court for the arrest of a person and 
can make it difficult to sustain housing. Child support is another serious issue that can result in garnishment of wages 
that are needed to pay rent. RRH programs are unlikely to be able to directly offer legal assistance, but they should 
have access to community resources that can resolve such situations.

     �MOVING TO ANOTHER UNIT. In some cases, the participant may want to move from the original unit for a variety of 
reasons or the landlord may want the household to leave. The program should help to avoid an eviction at all costs and 
provide as much help as possible to the participant in finding a new unit. This should not be considered a failure as long as 
the participant moves into another permanent housing situation.

PHASE 3: Close the Case

There is no bright line to indicate when a person’s housing crisis is resolved. The household may continue to be extremely 
low-income and severely rent-burdened and yet be able to pay the rent and follow the terms of the lease. While they 
have not yet achieved all their life goals or solved all their problems, they have successfully exited from homelessness and 
the housing crisis is over. As they stabilize, their capacity to make and carry out plans for future goals will improve. They 
may continue to work with other community resources, initiate services with new resources, or take a longer break to 
recuperate and consider their options. 

The decision to conclude assistance requires the evaluation of a number of factors. It should not be based upon arbitrary 
deadlines or spending limits. Instead, the case manager should look for indicators that the housing is not at imminent risk 
due to rental or lease compliance issues or an inability to receive essential community resources. 

http://www.endhomelessness.org/page/-/files/Knowing%20When%20to%20Close%20a%20Case%20and%20End%20Assistance%20by%20Ben%20Noll.pdf
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Assessment Activity Indicators for Case Closure Indicators for Continued Assistance

CONTACT LANDLORD
Landlord reports no rental arrears, lease 
violations, or significant complaints.

Landlord reports serious tenancy 
problems.

REVIEW INCOME AND BUDGET
Household can pay rent and meet other 
non-discretionary obligations, even if 
severely rent-burdened.

Household does not have sufficient income 
to pay rent and no Plan B for housing if 
notice to vacate is given.

REVIEW STATUS OF REFERRALS

Household is connected with resources 
necessary for legal, financial, or other nec-
essary assistance to maintain housing.

Referrals are still pending, participant eligi-
bility is not documented, or participant is 
in poor standing with programs providing 
necessary assistance to maintain housing.

DISCUSSION WITH PARTICIPANT/
HOUSEHOLD Household believes they are able to main-

tain housing without continued assistance 
from RRH program.

Household has serious and valid concerns 
about maintaining housing if RRH 
assistance ends.

Tools

SUPPORT NETWORK MAP

HOUSING PLAN POLICIES

HOUSING PLAN

LEASE EXPLANATION TOOL

LANDLORD TENANT RIGHTS EXPLANATION

FRIENDSHIP PLACE CLIENT BUDGET

CLIENT BUDGET

ADVOCATE HOME VISITING SAFETY PROTOCOL

CLIENT SAFETY PLAN PROTOCOL

CASE CLOSURE LANDLORD LETTER

CASE CLOSURE AFTERCARE PLAN

CASE CLOSURE CLIENT LETTER

CASE CLOSURE PACKET

CASE MANAGER STRENGTHS BASED SELF ASSESSMENT
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 R

 R

 R

 R

 R

 R

 R

 R

 R

 R

 R
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http://naeh.wpengine.com/wp-content/uploads/2017/03/3.6-Support-Network-Map.docx
http://naeh.wpengine.com/wp-content/uploads/2017/03/3.7-Housing-Plan-Policies.docx
http://naeh.wpengine.com/wp-content/uploads/2017/03/3.8-Housing-Plan.docx
http://naeh.wpengine.com/wp-content/uploads/2017/03/3.9-Lease-Explanation-Tool.docx
http://naeh.wpengine.com/wp-content/uploads/2017/03/3.10-Landlord-Tenant-Rights-Explanation.pdf
http://naeh.wpengine.com/wp-content/uploads/2017/03/3.11-Client-Budget.xlsx
http://naeh.wpengine.com/wp-content/uploads/2017/03/3.12-Client-Budget.pdf
http://naeh.wpengine.com/wp-content/uploads/2017/03/3.13-Advocate-Home-Visiting-Safety-Protocol.pdf
http://naeh.wpengine.com/wp-content/uploads/2017/03/3.14-Client-Safety-Plan-Protocol.pdf
http://naeh.wpengine.com/wp-content/uploads/2017/03/3.15-Case-Closure-Landlord-Letter.pdf
http://naeh.wpengine.com/wp-content/uploads/2017/03/3.16-Case-Closure-Aftercare-Plan.docx
http://naeh.wpengine.com/wp-content/uploads/2017/03/3.17-Case-Closure-Client-Letter.pdf
http://naeh.wpengine.com/wp-content/uploads/2017/03/3.18-Case-Closure-Packet.pdf
http://naeh.wpengine.com/wp-content/uploads/2017/03/3.19-Case-Manager-Strengths-Based-Self-Assessment.pdf

