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Office of Integrated Client Services

BALTIMORE CITY

DEPARTMENT OF HOUSING &
COMMUNITY DEVELOPMENT

DIVISION OF HOMEOWNERSHIP & HOUSING PRESERVATION
OFFICE OF INTEGRATED CLIENT SERVICES

NEIGHBORHOOD
SHANNEL MANIGO, DIRECTOR | (N i
ED GRIFFIN
SOCIAL SERVICES
DIRECTOR OF ADMINSTRATION COORDINATOR SUPERVISOR OMBUDSMAN SUPERVISOR
CUSTOMER SERVICE/OPERATIONS CRISIS & OMBUDSMAN SERVICES
VACANT-INTERVIEWS COMPLETED RN A IE S S ESSME NI SHANEKIA SYE, OMBUDSMAN SUPERVISOR
VACANT-REFERENCE STAGE

2 SELECTED

@AAEE SIHA LR SENIOR SOCIAL SERVICES OMBUDSMAN (4)
CUSTOMER SERVICE/OPERATIONS COORDINATORS (3) EMERGENCY RESPONSE
el LIRS AT INTERVIEWS- 10/3/2025 URGENT;*OO\gi'EN%ESNCERNS

OFFICE SUPPORT SPECIALIST 11 (2)
INTERVIEWS-09/25/2025

SOCIAL SERVICES COORDINATORS (3)
1VACANCY-1SELECTED

INTERVIEWS- 10/1/2025

1SELECTED
OFFICE SUPPORT SPECIALIST 111 (4)

INTERVIEW DATE TBD- 16 CANDIDATES
3 VACANCIES- 1 FILLED

HUMAN SERVICES WORKER (1)
EMERGENCY RESPONSE
URGENT HOUSING CONCERNS
HOUSING FINANCIAL ASSISTANCE
NO VACANCIES
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~ | LIGHT Intake & Assessment Pipeline as of 10/09/2025

TOTAL HUBS TOTAL

DETE, e L PETE L s qurrs
INCHIGES  (07/01-09/30/2025 inciuces @ata PUL  (07/01-09/30/2025)

data input of paper of paper applications
applications

Pre-Applications

Applications
(Doc Collection)

Applications
Completed
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Homeownership & Housing Preservation Customer
Service Corrective Action Plan

This summary outlines a corrective action plan aimed at improving customer service, phone system efficiency, staffing
capacity, and technology functionality within the Division of Homeownership & Housing Preservation.

Goal 1: Improve Customer Service

* Re- organize customer and client services programs to streamline services and increase efficiency.

* Increase telephone answer rate by 20% within 6 months through enhanced training and technology upgrades.

+ Decrease high-level inquiries for service updates by removing duplicates and creating an auto-notification system for wait list updates.
» Expected outcomes include improved metrics, clearer staff expectations, and reduced complaints.

» Improve written outreach and informational graphics, flyers and customer manuals.

Goal 2: Improve Phone System

* Upgrade the phone system to ensure 95% of calls are answered or returned within one business day.
» Collaborate with BCIT for system upgrades, including call metrics tracking.

* Monitor call logs weekly to reduce wait times and improve service delivery.

Goal 3: Increase Staffing Capacity

+ Expand workforce capacity by hiring at least 11 additional staff by December 2025 and cross-training existing staff.

* Re-align work schedules to optimize coverage and reduce service delays.

+  Work in collaboration with MOCFS for pilot program w/ Human Services Workers to complete applications in CAP Center.

Goal 4: Improve Technology
* Evaluate Neighborly for improved functionality within 60 days to enhance employee and customer experience. %ﬂl
» Focus on system updates and standardized reporting to improve service delivery and data metrics.

s o o 0 . . . DEPARTMENT OF HOUSING &
+ Work in collaboration with BCIT/311 to re-design current Service Request for home repair services HLLTARARECILIEN o e m

Mayor



Homeownership & Housing Preservation Customer Service Corre
ctive Action Plan- Draft Infographics

LIGHT Intake & Assessment Unit

Central point Intake for Office of Rehabilitation, Weatherization & Lead Hazard Reduction Program

Pre-Application

Customers or Organizations are able to complete the
application directly in the Neighborly Portal. This is also
completed on initial phone call received requesting services

Intake & Assesment

Case is assigned to a Coordinator for complete intake and
assessment. Based on assessment results customer is notified
of all potential referrals for repair and wrap around programs

Document Collection

Coordinator works with customer to collect all mandatory
documents to complete application. May require a home
visit to assist with older adults or persons with a disability

Application Certification

Application Certifier reviews application and documents
for accuracy and compliance. Once application is certified

itis forwarded to the appropriate repair program(s). % I 1
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Homeownership & Housing Preservation Customer Service Corre

Healthy & Safety Home Repairs

Waitlist
Cases are received from LIGHT Intake and Assessment and
assigned to next steps in priority order

Financial Screening
« Funding Source Determined
« Property & Judgement Report pulled
« Documents updated as dictated by finding source, if
needed
Scope & Bidding
« Assigned to Rehabiltation Technician to inspect & build scope of
work
« Receive Bids from Contractors and Select Qualified Contractor
« Commit Funding to project & sign contracts

Construction & Payment
* Work Started

= Inspections Completed

» Contractors Paid H
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Homeownership & Housing Preservation Customer Service Corre
ctive Action Plan- Draft Infographics

LIGHT Intake to Office Of Rehabiltation

PROCESS FROM WAITLIST TO PAYMENT

LIGHT Intake & Assessment
gl WAITLIST &D

PRE-APPLICATION

LIGHT ASSESSMENT
02 ASSESSMENT, APPLICATION & DOCUMENT COLLECTION
DOCUMENT COLLECTION
% THIS STEP IS SOLEY ON THE CLIENT TO PRODUCE
Application Certification
04 LIGHT Intake Process Completed WEE" é‘E“
ORS WAITLIST \
05 Cases assigned by priority é),g
FINANCIAL SCREENING
06 Underwriting -LITE
SCOPE & BIDDING
07 The Home Repair process begins g %
CONSTRUCTION & PAYMENT DEPARTMENT OF HOUSING &
08 s COMMUNITY DEVELOPMENT

Work is happens & contractors get paid -% Brandon M. Scott
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Homeownership & Housing Preservation Publications

Lead Hazard Reduction Flyer Lead Hazard Reduction Brochure

For additional resources contact: |

Keep Your Home Lead-Safe . .
Baltimore City Department of Housing &

Baltimore City Lead Hazard Reduction Program Community Development /
Lead Hazard Reduction Program

Resources for Baltimore families | Inspections + Repair * Support

_What We Do

Our team helps Baltimore Chty families by providing:
+ Free centified lead Inspections/ Risk Assescments

+ Repaits to remove lead hazards (such as kad
paint or dust)

+ Tomporary relocation support (it nesded during
repairs)

« Minor Healthy Homes improvements (ex.
Moisture, pests, trip hazards)

How It Works
1.Contact s - call, email, or web form

2.Get a Free inspection - We check for lead hazards

3.Rapairs & Support - We moke your home safer

No catch. No hassle. Period.

T
@55 g

Who Can Qualify

You may be eligibie It
+ Your home was bult before 1978

« Achi under 8 lives or isits often and of
pregnant woman present

+ You live in Baitimore City
+ You meet househoki income limits

+ Not sure ¥ you are eligible? Gontact us, wie will
walk you threugh it

FOR MORE INFORMATION VISIT

417 E. Fayette Street, Suite 1125
Baltimore, Maryland 21202
4439841613

Baltimore City Health Department

Childhood Lead Poisoning Prevention Program
7 East Redwood Street, 2nd Floor

Baltimore, Maryland 21202

4109842460

Maryland and Department of the Environment
Lead Poisoning Prevention Program

1800 Washington Boulevard

Baltimore, Maryland 21230

410537-3825

Green & Healthy Home Initiative
2714 Hudson Street

Baltimore, Maryland 21224
4105346447

— BALTINORE CITY —
DEPARTMENT OF HOUSING &
CCOMMUNITY DEVELOPMENT

Yakmio —
can' fitar Baltimore City Department of y
esdfean Housing & Community Development S

Lead Hazard Roduction Program

For more information contact:
Baltimore City Department of Housing &
Community Development
Lead Hazard Reduction Program
417 E Fayette Street, Suite 1125
Baltimore, Maryland 21202
443-984-1613
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Homeownership & Housing Preservation Publications

Ombudsman Services Handbook Crisis Services Brochure (Draft)

BALTIMORE CITY
DEPARTMENT OF HOUSING & T
COMMUNITY DEVELOPMENT A G U I D E O
Homeownership & Housing Preservation
Office of the Ombudsman R ‘ Ov E RY
$17E. Faye et, Suite 125 AFTER
Baltim D 21202
+ 3

May 2025 % ‘
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Homeownership & Housing Preservation Publications

Homeowner Handbook for Repair Programs .
(DRAFT) Tenant's Rights Handbook

BALTIMORE CITY %ﬁ

DEPARTMENT OF HOUSING &
COMMUNITY DEVELOPMENT L
DEPARTMENT OF HOUSING &

COMMUNITY DEVELOPMENT

sl

TENANT'S RIGHTS
GUIDEBOOK

A Handbook for Rental Residents in
Baltimore City

Homeownership & Housing Preservation
Guidelines and information

U ! =
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Homeownership & Housing Preservation Publications

LIGHT Flyer- English LIGHT Flyer-Spanish

s

The LIGHT Intake & Assessment stop shop to access th i i y Admisian e UCAT e I dea Dvistn te
i s Division of i i far any of the piety i1 de Viendascel i
three programs fisted ith a single LIGHT Pre-applicat irica
When you do, youl be screened For more than sixty other programs and henefits offered by public and ﬁ‘ﬁx“;“z:"“nmm'zimﬂmm L:g;q o ofrecen -
nanprofit agencies. Then, a LIGHT case manager will help connect you to and coordinate the services for which w&fm m“]‘ma{& Mwmmm:m e
you are eligible, and which match your needs.
Service Eligibility Requirements Requisitos de elegibilidad para el servicio
[N Climatizacid O TS
[ WEATHERIZATION T s i g Qi it ctras b - —
Energy effiiency mprovements that lower utiity bils and make homes safer 1 — ‘para que |xs viviendas sean mis seguras y cimodes. H
s - — [ ririend H i
» betcimuation 5 b » abtatensebach de e — ]
+ Cakig/ai ssirg H s T H et
» Wt stigang donesuindows ! st T —— )
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[ Reduccion del riesgo por plomo
Remed e i
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2. ORS FY26 Q1 Progress
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ORS Progress FY26 Q1

Office of Rehabilitation

Health & Safety Home Repairs
Fiscal Year 2026- Quarter 1 (July 1, 2025-September 30, 2025)

Waitlist

* 37 clients completed their LIGHT application & been referred
to ORS.

* They were added to the waitlist or “activated” as priority
cases.

Financial Screening

* 60 Cases “Activated” (taken off the waitlist and completed the
financial eligibility screening process)**

Scope & Bidding

* 46 Projects Funded
+ $1,408,969.12.00 Committed
* 25 Contracts signed and contractors provided with “Orders to Proceed”

Construction & Payment
s 47 Projects Completed
« $711,567 in invoices for work processed

—— BALTIMORE CITY —
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2. ORS Pipeline

Brandon M. Scott
Mayor



ORS Progress- Total Pipeline as of 10/10/2025

Office of Rehabilitation

Healthy & Safety Home Repairs
Total Pipeline as of 10/10/2025

Waitlist
* 95 clients on the waitlist

Financial Screening
« 7 are undergoing financial eligibility screening

Scope & Bidding
= 135 projects are in scope development
« 13 clients are waiting to be contacted by their Rehab Tech
« 32 projects are actively receiving bids and moving towards

contract signing

Construction & Payment
= 104 Construction & Payment
* 56 Have Orders to Proceed
» 17 are completed and waiting on final inspections or invoices

—— BALTIMORE CITY —
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ORS Qualitative Updates
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AHTF HUBS Subgrants

DHCD is issuing four AHTF subgrants to the HUBS Leadership
Team to the total of $1.4 million

 These subgrants will include 10% for operating costs

 Subgrants are currently being drafted and reviewed and
should be issued before the end of the calendar year

DDDDDDDDDDDDDDDDDDDD
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No Heat Emergency Triage

ORS is implementing a "No Heat Emergency Triage" protocol* this
winter (11/1/25-3/31/26).
Eligible clients will move to a "fast lane" for HVAC replacement only
« HVAC Contractors will be given a not-to-exceed amount and
dispatched within 72 hours of referral from LIGHT
« Contractors will be required to abide by normal ORS requirements

(permits & inspections).

*Participation is subject to funding eligibility. Not all funding sources ORS utilizes will be eligible for this
protocol.

LLLLLLLLLLLLLL
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&. Resolution Questions




Resolution Question #1

The number and type of home repair projects conducted by these programs each year since
2015

FISCALYEAR | TOTAL CASES | Older Adult
15 248 117*
16 165 N/A*
17 205 N/A*
18 165 81*
19 159 N/A*
20 158 75*
21 130 60*
22 92 40*
23 75 54
24 133 103
25 185 139

TOTALS 1711 669*

Yl

BALTIMORE CITY

*Years where “Older Adult” was defined as 62 years or older. DEPARTMENT OF HOUSING &

COMMUNITY DEVELOPMENT  Brandon M. Scott

All other year's older adult is defined as 55 years or older. Mayor




Resolution Question #2

The amount of funding that was allocated from the American Rescue Plan
Act and other City sources, both operating and capital

ARPA - HUBS
Subgrants provided directly to the HUBS Collaborative Members:

Leadership Team (Repair Program Nonprofits)
Rebuilding Together Baltimore - 412,500.00
Neighborhood Housing Services - 412,500.00
Green & Healthy Homes Initiative - 412,500.00
Civic Works - 412,500.00

Sl
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https://arp.baltimorecity.gov/sites/default/files/FINAL%20Funding%20Announcement%20DCHD.pdf
https://arp.baltimorecity.gov/sites/default/files/FINAL%20Funding%20Announcement%20DCHD.pdf
https://arp.baltimorecity.gov/sites/default/files/FINAL%20Funding%20Announcement%20DCHD.pdf

Resolution Question #2 (cont.)

The amount of funding that was allocated from the American Rescue Plan
Act and other City sources, both operating and capital

HUBS Sites (Orgs with a Case Manager)

St Ambrose Housing Aid Center- 300,000.00
Banner Neighborhoods - 300,000.00

Meals on Wheels of Central MD - 300,000.00
Keswick Multi Care Center - 300,000.00
CHAI ING - 300,000.00

$5,361,470.73 (updated 10/14/25) has been spent of ARPA-HUBS. This funding is
dedicated to serving older adults 55+. Over 1.26 million of this total has been
spent on 57 HUBS partner cases. DHCD is currently working with MORP to
reconcile balances to confirm available spend to be encumbered on current
cases in queue.

Sl
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Resolution Question #2 (cont.)

The amount of funding that was allocated from the American Rescue Plan Act and other
City sources, both operating and capital

Affordable Housing Trust Fund: Since 2021 $8,280,838.87 has been spent from the AHTF for
seniors 55+ 50% AM| or below. Nearly $4 million of this total has been spent on 248 HUBS
partner cases.

DHCD FY25 CIP budget: $500,000 was committed to the internal “Housing Upgrades to
Benefit Seniors” initiative to provide supplemental grant dollars to low-income older adults. So
far $163,356 has been spent over ten properties with the remainder encumbered.

The Critical Repair Program is additional grant funding utilized by all age groups across all
three repair programs in the Division of Homeownership & Housing Preservation. In FY25
1,344,890 was spent from this program for critical home repair. 3 ﬂl

BALTIMORE CITY
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Resolution Question #2 (cont.)

The amount of funding that was allocated from the American Rescue Plan
Act and other City sources, both operating and capital

Older Adult Funding Utilized by ORS

$700,000 in CDBG funding was spent by the Office of Rehabilitation Services in
FY25. $200,000 of that was exclusive to older adults 62+ older.

Operating Funds: The Office of Rehabilitation Services operating budget is

funded in its entirety by Community Development Block Grant dollars. For
FY25 1,669,643 was budgeted for all operating costs. These costs cover both
older adult and all-ages home repair.

Yl
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Resolution Question #3

Understanding the path forward to move 1,425 Older Adult (55+) clients off the
waitlist.*

* Moving clients from the waitlist into the LIGHT intake pipeline depends on several
workstreams: including HHP's existing cases, emergency services to address health and

safety issues

« As of 7/19/2025 there are 101 clients who have been referred to the Office of
Rehabilitation Services from the waitlist who are qualified via the LIGHT intake
assessment and pending assignment to a Rehabilitation Technician.

« Wait times will vary by two primary factors:

1. severity of repairs needed and
2. order of the referral received

We anticipate serving everyone on the current waitlist will take at least one year. %ﬂ[

BA MORE CI
DEPARTMENT OF HOUSING &
COMMUNITY DEVELOPMENT  Brandon M. Scott

Mayor

*This waitlist is accurate as of 7/21/2025.



Resolution Question #4

The timeline for a home repair request from intake to completion and

whether this timeline aligns with best practices

Metric by Median DAYS Approx Months | Approx. Years
Pre-App Submit to Application Completed 216 7.0 N/A
Light Referred to Contact by ORS 38 1.25 N/A
1st Contact by ORS to Order to Proceed 196 6.44 N/A
Order to Proceed to Invoice 74 2.43 N/A
From Pre App to Invoice 524 17.21 1.43

333 10.94 0.91

Aging: Open Cases

BALTIMORE CITY
DEPARTMENT OF HOUSING &

COMMUNITY DEVELOPMENT  Brandon M. Scott
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Resolution Question #4 (cont.)

The timeline for a home repair request from intake to completion and
whether this timeline aligns with best practices

Please note that this data is for the Office of Rehabilitation Services only and
does not include Lead Hazard Remediation Program or the Weatherization
Assistance Program.

Data is pulled from the Neighborly Software system for all clients with a
subprogram selection of “Rehab”. Outliers (clients referred to through non-
traditional means) were identified prior to aggregating

649 Cases were included in the final sample size.

Sl
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Resolution Question #5

Existing obstacles to assisting homeowners to help repair their homes
Internal

Clear communication with homeowners is a common challenge as the home
repair process can be complex and non-linear. ORS uses every touchpoint as an
opportunity to explain next steps and set realistic expectations, however,
confusion about the process can still occur.

The infographic contained within the LIGHT Intake & Assessment presentation

is presently in draft form and will be finalized for dissemination to relevant City

agencies and community partner organizations. Upon finalization, the

infographic will function as an informational and process management tool

designed to assist older adult participants in identifying their current stage

within the program workflow and to promote clarity and consistency in %ﬂl
expectations during the onboarding phase, specifically within Pre-Application - _ e

Step 1. EEMMO Y S DPENT B S




Resolution Question #5 (cont.)

Existing obstacles to assisting homeowners to help repair their homes

External

Some obstacles are external and will always present challenges no matter how
proactive we are.

« Homeowner contractor selection
« Reverse mortgages and predatory lenders
« Tangled titles and complicated estates

« Active Bankruptcy
* Properties where repairs required are beyond the capabilities of this office

Sl
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5. Closing Remarks




QUESTIONS
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