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Office of Integrated Client 
Services



Homeownership & Housing Preservation Management



Office of Integrated Client Services



LIGHT Intake & Assessment Pipeline as of 10/09/2025



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.
• Focus on system updates and standardized reporting to improve service delivery and data metrics.
• Work in collaboration with BCIT/311 to re-design current Service Request for home repair services



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



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



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



Homeownership & Housing Preservation Publications

Lead Hazard Reduction Flyer Lead Hazard Reduction Brochure



Homeownership & Housing Preservation Publications

Ombudsman Services Handbook Crisis Services Brochure (Draft)



Homeownership & Housing Preservation Publications

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



Homeownership & Housing Preservation Publications

LIGHT Flyer- English LIGHT Flyer-Spanish



2. ORS FY26 Q1 Progress



ORS Progress FY26 Q1



2. ORS Pipeline



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



2. ORS Qualitative Updates



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



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.



4. Resolution Questions



Resolution Question #1

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

FISCAL YEAR 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*

*Years where “Older Adult” was defined as 62 years or older.  
All other year's older adult is defined as 55 years or older.



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

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.



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% AMI 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.



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.



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.

*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 7.10 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

Aging: Open Cases 333 10.94 0.91



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. 



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 
expectations during the onboarding phase, specifically within Pre-Application –
Step 1.



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



5. Closing Remarks



QUESTIONS
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