General Management – Issue Paper: Resident Satisfaction (RASS)

1. Issue Statement:
(What is the specific issue and related problem)
RASS (Resident Assessment Sub System; PHAS)

2. Background:

(What is the history of the issue; has it always been an issue)
a. PHA certifications. Annually REAC requires PHAs to certify addresses of all public housing units, then certify that the PHA has notified residents of upcoming survey (“HUD Needs To Hear From You” posters, etc.).  After the survey is completed by a HUD contractor, results are posted on REAC website.  If score is below___, then the PHA has to complete an implementation plan.

b. RASS is always late.  The RASS survey has never been conducted during the PHA FY being assessed.  It has gotten later most years.  This year RASS is even farther behind schedule, contributing to delays in overall PHAS Scores.   REAC now estimates that RASS survey results will be released in November 2007 or later, for PHAs with FYEs 12/31/06 – 9/30/07.

c. RASS results not used?  Although the survey results are detailed (project-level breakdowns for categories and individual questions), many agencies do not believe they provide useful or timely information.  

3. Proposal(s):

(Describe your proposal in detail for addressing the issues)
a. Proposal 1
Replace RASS with a simpler, cheaper, more timely, locally-driven vehicle for resident comments on PHA performance; eliminate the current RASS process ( 2.a. above).  Each PHA must adopt one or more methods and make the results available to resident organizations and to the public, as an ongoing or annual process.   

Resident satisfaction sampling method and results should be discussed with RAB and resident organizations during Agency Plan update and included in the Plan (attachment), so public can view it.

The PHA will briefly state its method in the Agency Plan.  HUD will not judge the method or the results.  

4. Outcome/Results:
(What are the advantages and disadvantages to your proposal) 

Advantages:  

Flexibility. Residents can be given opportunities to register their satisfaction/dissatisfaction with PHA performance in a variety of ways no available through RASS.   E.g., sample residents’ satisfaction with maintenance response, management response, recertifications, etc.  

PHA can adapt sampling or survey questions from year to year to improve understanding of resident satisfaction.

Questions can be tailored to individual developments, based on conditions – recent modernization, specific safety and security concerns, satisfaction with new PHA procedures, etc.

Timeliness.  PHAs can use one or more methods throughout the year, or at the same time each year (e.g. last quarter of FY).  No waiting for REAC and its contractors.

Lower or no cost to HUD/REAC, minimal cost to PHAs.  

Disadvantages:  

Methods and results will not be comparable across jurisdictions.  National averages will not be available  (but who uses them now?).  

Some residents/advocates may believe residents will not give candid responses directly to the PHA – fear of reprisal, etc.

5. Program Cost/Savings:
(What is the cost benefit analysis of your suggestion; include implementation costs)
Whatever HUD/REAC is spending on RASS could be saved, starting the date the decision is made to eliminate RASS.

6. Regulatory/Statutory Reference:  What regs/statues/handbooks governance would need to been changed to implement your proposal.  24 CFR Sec. 902.____

7. Stakeholder Impact: (Who is impacted +/- by your proposal - PHA, Resident, Industry, HUD, Taxpayer)
HUD, PHA, residents, community/advocates.

8. Other Factors for Consideration:  

Resident satisfaction sampling method and results could be discussed with RAB during Agency Plan update and included in the Plan (attachment), so public could view it.

