THE NEWS AND INFORMATION QUARTERLY FOR OWNERS AND AGENTS OF THE
PERFORMANCE BASED CONTRACT ADMINISTRATION FOR NEW YORK STATE

Welcome to the Fall edition
of the CA quarterly
newsletter. Its purpose is to
provide useful information
regarding compliance and
HUD policy changes as well
as provide recent HUD
news.
If you are not already
receiving this publication via
e-mail, or if you have ideas,
suggestions or questions for
future publications, we’d like
to hear from you. Please
visit: www.pbcany.com to
submit comments.

MORs Performed During the COVID-19 Pandemic
Background
On May 22, 2020, HUD lifted the suspension of MORs performed by PBCAs in
locations where there are no restrictions by state or local law or ordinance to
prevent them from performing these reviews.
HUD released this memo with supplemental guidance that additionally
established alternative methods in which a MOR may be conducted. The
alternative manner MOR includes the following:
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HUD will, until September 30, 2020 (or such later date as HUD may
determine), allow PBCAs to conduct on-site MORs without entering resident
units. On October 14, 2020, HUD updated the Coronavirus (COVID-19)
FAQ and extended the period until December 31, 2020 (or such later date
as HUD may determine).
For REAC follow-up, in determining whether EH&S and other deficiencies
have been corrected, the PBCA must attempt follow-up on those affected
units via contact directly with the resident by way of phone or email and
document the results or attempt(s) made on the MOR report. HUD
understands that this method will require cooperation from both the Owner/
Agent in obtaining a contact number or email for the resident(s) and from
the resident(s) when contact is made.
A physical on-site visit to the property must still occur to document the
physical conditions, general appearance, security of the property and should
include a visual assessment of each building and grounds of the property
but does not require an assessment of resident units.
An on-site entrance/exit interview should occur except in instances where
state or local law or ordinances prevent such meetings. In instances where
these interviews are prohibited from occurring on-site, they should be
conducted by telephone or email and documented as such in the MOR
Report.
Tenant file review must be completed on-site, as HUD is not authorizing the
transfer, either electronically or physically, of tenant files off-site. This
portion of the review can be completed without contact with management
staff. The PBCA will identify the files for review in advance and those files
can be selected and left in a secured location for the PBCA staff’s access
on-site.
…...Continued on following page
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MORs Performed During the COVID-19 Pandemic (cont.)


All other portions of the MOR, Desk Review, and On-site review must be completed in their entirety. This
includes an on-site review of tenant files.

What Changes were made to the MOR Process?
Since HUD has requested the PBCA to move forward with work plans for MORs in locations where there are
no restrictions by state or local law or ordinance to prevent them from performing these reviews, below is a
list of key changes made to the overall MOR process:






Addendum C documents are requested electronically and prior to the day of the on-site review.
Remote entrance meetings are permitted and encouraged in place of face-to-face entrance meetings. Remote exit meetings are permitted in place of face-to-face meetings, as necessary.
The MOR includes an on-site file review and physical inspection but occupied unit inspections will not
occur.
The PBCA may identify files for review in advance. The owner/agent should place those files in a secure
location for the PBCA staff’s access on-site prior to the PBCA staff’s arrival.
The Owner/Agent and the PBCA is expected to follow proper social distancing and use Personal Protective Equipment (PPE) during the on-site MOR to reduce the risk of spreading of COVID-19.

MORs performed during the COVID-19 pandemic must be conducted safely and all State and local guidelines
must be followed. The Owner/Agent should contact the PBCA as soon as possible they are made aware of
any active COVID-19 cases on-site.
What Should Owner/Agents Expect?
Receipt of Scheduling Letter
In an effort to reduce the amount of time on-site and potential exposure for the PBCA staff, owner/agent’s
staff, and the residents, owner/agents are being asked to submit Addendum C documents electronically when
the scheduling letter is sent to the owner/agent. At a minimum, the following documents are requested:
 Tenant Selection Plan, including any approved residency preference
 EIV Policies and Procedures
 Current waiting list
 Copy of lease, lease addenda and house rules
 Copy of Pet Policy
 Affirmative Fair Housing Marketing Plan
 Preventive Maintenance Schedules/Procedures
…...Continued on following page
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MORs Performed During the COVID-19 Pandemic (cont.)
Two Days Prior to On-site Review
Owner/Agents should expect to be contacted by their reviewer two days prior to the onsite review. The
reviewer will follow up with the owner/agent regarding:
 any submissions of electronic Addendum C documents; and
 confirm that conditions still permit a safe environment to conduct the MOR.
During this call, the reviewer and the owner/agent will agree on how to execute the entrance and exit
meetings. Entrance meetings may be held remotely one day prior to the on-site review to limit the reviewer’s
time on-site. Remote meetings are optional. When using remote entrance/exit meetings, the MOR must be
scheduled so that the review does not overlap a weekend or holiday.
The Day of the On-site Review
The property must have a secure private area with proper ventilation where two reviewers can review files
and conduct entrance/exit meetings while maintaining proper social distancing.
As an alternate method in determining whether EH&S deficiencies have been corrected, the PBCA must
follow-up directly with the resident by way of phone or email. The Owner/Agent should review the properties
most recent REAC Inspection Report and identify all units having EH&S deficiencies.





Provide the reviewer with contact information (telephone number and email) of the resident currently
residing in the unit. Indicate whether the current resident resided in the unit at the time of the REAC
inspection.
Give resident advance notice that the PBCA will be calling to confirm whether or not the EH&S deficiency
has been corrected.
Gather completed work orders supporting the EH&S deficiency was mitigated in the event the PBCA
cannot make contact with the resident.

Exit Meeting
If a remote exit meeting is used, it must be scheduled no later than the morning following the onsite review
and must not overlap a weekend or holiday. As the remote exit meeting is being held, Owner/Agents are
provided the opportunity to refute potential findings or present documents that were identified as missing
during the file review.

…...Continued on following page
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MORs Performed During the COVID-19 Pandemic (cont.)
Reminders and Tips from Reviewers











“General tips for O/As is reviewing their last MOR report and ensuring there are no repeating findings. A
lot of sites, especially now during the pandemic, are experiencing a higher rate of staff turnover. I’m
conducting a lot of 2nd and 3rd round MORs where the property manager is different or has never
experienced an MOR.”
I would suggest, “conducting the walk around and visiting the vacant units first thing in the morning
before tenants are out and about.”
Submit the Addendum C documents as soon as possible so the documents can be reviewed prior to the
on-site review. “While we only ask for about 8 items specifically to be sent prior, any additional
Addendum C documents O/As can send before the on-site review decreases time on site.
Reviewers will arrive prepared with PPE (face masks), gloves, hand sanitizer, and disinfectant wipes.
Reviewers will not enter any occupied units. Any property walkthroughs and REAC/EH&S follow up will
be limited to common areas and exterior areas and vacant units. If O/As are made aware of any active
COVID-19 cases on site, please advise the PBCA as soon as possible.
If your reviewer includes attachments with a Microsoft Outlook meeting invite, the Addendum C may be
attached to the scheduling letter. If so, prior to accepting the meeting, be sure to open the attachment to
view the Addendum C documents that are required to be submitted prior to the on-site review.
“During the remote exit meeting in which we provide the O/As an opportunity to find documents/
information that may have been overlooked in the tenant file.” OA’s are interrupting this to mean that if
they correct the deficiency that day, the finding will be removed and not affect their MOR score. While
there are certain items we can accept to remove a finding (misplaced document), having a tenant sign a
document that day or transmit a certification that day may close the finding in advance, but does not
remove the finding from the MOR Report.

We encourage Owners and Agents to continue to monitor and reference the Questions and Answers for
Office of Multifamily Housing Stakeholders document and distribute the ADDRESSING TENANT
CONCERNS DURING THE COVID-19 NATIONAL EMERGENCY brochure. Both documents are available
on the Multifamily Housing website.
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Updated HUD COVID-19 FAQ
Updated HUD COVID-19 FAQ
On October 14, 2020 HUD updated the COVID FAQ document.
Updated topics include:
 Tenant health
 Clarification to the Eviction Moratorium Order
 Updates to Property Reviews, Inspections, and Rent Comparability Studies
 Dealing with Hazard pay
Clarification on lending requirements
Click here to review the document that highlights the changes.

Weatherization Assistance Program
The NYS Weatherization Assistance Program (WAP) is the largest residential energy conservation program
in the country. NYS WAP assists income-eligible homeowners and renters in our state by reducing heating
and cooling costs through energy-conservation measures, while also addressing health and safety issues in
their homes.
NYS WAP services are prioritized to reduce the amount of energy needed to heat and cool homes, supply
hot water and provide lighting, thus reducing energy consumption while minimizing the impact of higher fuel
costs on low-income families now and in the future.
Both privately owned single-family and multi-family buildings are assisted. The NYS WAP also helps reduce
energy costs of affordable housing developed or supervised by HCR. Homeowners, affordable housing
developers, property managers, and other housing and community development agencies are encouraged to
contact their local NYS WAP provider for more information.
General questions about HCR's Weatherization Assistance Program should be directed to: (518) 474-5700.
Program information:
https://hcr.ny.gov/weatherization-applicants
Provider list by County:
https://hcr.ny.gov/system/files/documents/2018/11/wap-provider-list.pdf
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Procedures in the Event of Resident Displacement and/or Property Damage
HUD has acquired a great amount of knowledge and best practices over the past several years on how to
efficiently respond to a Presidentially Declared Disaster (PDD). As a result HUD has developed guidance
that covers the many different aspects of servicing multifamily properties that were damaged or vacated as a
result of a PDD. This guidance also applies to all HUD insured/HUD assisted properties in situations where
the Hub Director determines that an emergency exists.
To remind you of the procedures and tools available for owners and residents impacted by natural disasters,
HUD has developed the Multifamily Housing Guidance for Disaster Recovery website. The information
found here will make post-recovery efforts go more smoothly if an event occurs that impacts your residents
and/or your property.
For your convenience, Chapter 38: Multifamily Emergency/Disaster Guidance, from HUD Handbook 4350.1
includes procedures to provide HUD staff, Owners, Management Agents, and communities with the tools that
they need to react to emergency situations. HUD encourages you to review this material before an event
occurs.
Following an event that impacts residents and/or properties, HUD has reporting obligations based on
information staff obtains from Owners and Management Agents of HUD insured and/or assisted
properties. Owners and Management Agents are obligated to always immediately report physical damage to
a property interior or exterior that has resulted from a fire, flood, wind, severe cold, or other natural disaster
or weather event. It is most convenient for all parties if Owners and Agents proactively report to
HUD. Owners are encouraged to complete and forward damage assessments to HUD. Please use the
forms as follows:



For a FEMA Declared Emergency or Disaster: Preliminary Disaster Assessment (Appendix A-3 of
Chapter 38 of Handbook 4350.1.)
For an Event not declared by FEMA: Basic Damage Assessment

Please forward the appropriate Assessment Form within 24 hours of the damage. Either form should be
legibly handwritten and emailed to:
To find your assigned Account Executive, please go to the following website:
https://www.hud.gov/states/new_york/offices
Updated reports should be submitted as additional information is available concerning resident displacement
or regarding the level/amount of damage sustained. While the Department is not a payee on an insurance
loss draft for a property with an insured mortgage, HUD must still be notified of the event and any damage
sustained to the property.
OWNER RESPONSIBILITIES
Owners/agents are responsible for:



Developing an emergency relocation plan to relocate residents prior to the storm especially at 202/811
Elderly or Disabled Properties and nursing homes;
Developing a pre-disaster checklist that is shared with tenants in case of a disaster;

…...Continued on following page
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Procedures in the Event of Resident Displacement and/or Property Damage (cont.)













Ensuring that the property and records are secured and that residents’ possessions and valuables are
secured and protected to the greatest extent possible.
Contacting FEMA for on-going guidance and instruct residents to register with FEMA through 1-800-621
-FEMA (3362), or www.fema.gov.
Applying for assistance with FEMA, Small Business Administration, Housing Finance Agency and
others;
Contacting the local HUD office following a disaster;
Providing a status report for the residents and property condition;
Ensuring that residents provide EMERGENCY contact numbers;
Determining the extent of damage, security needs, resident property protection needs, etc.
Contacting the property’s insurance provider to apply for property and business interruption claims;
Maintaining inventory of all residents, property, phone numbers, mailing address, and emails;
Determining which residents have been displaced due to unit damage or a failure of a major building
system such as the electrical system, etc.; and
Tracking each displaced resident’s temporary location and maintain contact information for each
displaced resident, particularly if the property will likely have units off-line for more than 30 days.
REMINDER TO OWNERS IN AFFECTED AREAS:
Owners should not evict tenants from their unit in order to make hurricane related repairs. The
Department encourages you to revisit the instructions provided in Chapter 38 of Handbook 4350.1 for
related Emergency/Disaster Guidance.

Other Important Contact Information:
Federal Emergency Management Agency (FEMA) 1-800-621-3362 – https://www.fema.gov/
American Red Cross - http://www.redcross.org 1 800 RED CROSS (1-800-733-2767)
HUD's housing discrimination hotline: 800-669-9777 (Voice), 800-927-9275 (TTY).
NEW YORK
NYC Community Development Block Grant Disaster Recovery https://www1.nyc.gov/site/cdbgdr/index.page
New York State Housing Finance Agency https://hcr.ny.gov/
Department of Agriculture’s Rural Housing https://www.rd.usda.gov/ny
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Lead-Based Paint Compliance
If your property was built prior to January 1, 1978, residents may be at risk of exposure to lead-based paint.
Children under the age of six are especially at risk of harm due to lead based paint, as they are more likely to
ingest the toxin from hand to mouth contact, toy to mouth contact from chipping paint, chewable surfaces or
barren soil.
Chances are you have already addressed the potential of lead-based paint at your property and are either
certified lead free or have an on-going lead abatement or hazard control plan. During your Management and
Occupancy Review (MOR), the reviewer will examine your compliance with the Lead Safe Housing Rule.

This article will review the evaluation and disclosure requirements of the Lead Safe Housing Rule and
documentation you are required to have available during your MOR to demonstrate your compliance with the
Lead Safe Housing Rule.
Applicability
Properties built before January 1, 1978 must comply with the Lead Safe House Rule.
The lead based paint rules do not apply to any housing built on or after January 1, 1978, zero bedroom units
or efficiencies, any housing where the leases are less than 100 days, housing for the elderly or disabled
(unless a child under 6 resides there), or housing that is certified “lead free”.
Evaluation Requirements
First and foremost, your property must be, where applicable, free of lead hazards or has an ongoing plan to
mitigate and control the lead with the ultimate goal of abatement. Most property owners who have properties
with lead-based paint have already taken steps to begin abatement, if not already certified lead-free
altogether, but for those who have not, the first step is to have a certified inspector come and conduct a
formal risk assessment and evaluation. Remember, only a certified professional is qualified to consult you on
the risk assessment.
Your certified risk assessor, planner or designer will then develop a site-specific hazard control plan. The plan
should be based on the hazards identified, feasibility of the control measures, occupancy of young children
and financing. Measures to mitigate or control lead-based paint must be taken throughout the life of the
property. Those measures vary depending upon the amount of housing assistance the project receives and
include:


Visual assessments to identify deteriorated paint or (for assistance over $5,000 per unit annually) risk
assessments to identify lead-based paint hazards;



Paint stabilization or (for assistance over $5,000 per unit annually) interim controls with clearance testing
when appropriate;



Ongoing lead-based paint maintenance to identify hazards (Lead Hazard Control Plan);



Re-evaluation conducted every two years by a certified professional to identify hazards;



Notification of tenants about the actions above; and



Special actions when a child under six years old is reported to have high blood lead levels.

If your property has on ongoing Lead Hazard Control Plan, you must maintain documentation of your
compliance with the plan (documentation of the interim controls, visual inspections, maintenance, tenant
notifications etc.).
…...Continued on following page
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Lead-Based Paint Compliance (cont.)
Disclosure Requirements
If the lead based paint requirements apply to your
property, you will need to disclose any known information concerning lead paint and lead hazards to
your residents, which includes, but is not limited to,
disclosing the location of known lead-based paint,
and the condition of painted surfaces. You will also
need to keep your residents informed of any reports
or records concerning lead based paint in the units
and common areas when the information is available
as a result of a building wide evaluation.
Residents must be given an informational pamphlet
titled, “Protect Your Family from Lead in Your Home.”
You must also include an attachment to the lease
that includes a lead warning statement and confirms
that the owner is in compliance with the lead-based
paint notification requirements.

Demonstrating Lead-based Paint Compliance during the
MOR
During your MOR, you will be required to provide documentation to demonstrate your compliance with the
Lead Safe Housing Rule. Below are examples of documents that you should maintain onsite and have
available for review:
Properties Claiming Lead Free Status:
The reviewer will ask you to produce the certified lead-based paint inspector’s documentation of the
status of lead hazards. In order to be considered “lead free”, you must obtain an official certification from
a certified lead-based paint inspector (as certified by the state or EPA). An owner’s self-certification that
the property is lead free is not sufficient proof that the property is free of lead hazards.
HUD provided clarification that not all certified LBP consultants provide a Lead-Based Paint Free
“Certificate.” HUD does not require a certificate as demonstration of a property being LBP free and
exemption from the rules. HUD guide-lines suggest the use of the following language in the report,
which would be satisfactory to determine that the property is lead based paint free:
“The results of this inspection indicate that no lead in amounts greater than or equal to 1.0 mg/ cm2 in
paint was found on any building components, using the inspection protocol in chapter 7 of the HUD
Guidelines for the Evaluation and Control of Lead-Based Paint Hazards in Housing.”
…...Continued on following page
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Lead-Based Paint Compliance (cont.)
“Elderly” or “Disabled” Properties:
If your property is “elderly” or “disabled”, the reviewer will ask if you have any children under the age of six
in residence. If you have a child under the age of six residing at your “elderly” or “disabled” property,
please keep in mind that the regulations apply to the dwelling unit in which the child resides, any common
areas servicing such dwelling unit, and exterior painted surfaces associated with such dwelling unit or
common areas. HUD expects that, if numerous exceptions are made to allow young children to reside in a
property designated for occupancy by the elderly or persons with disabilities, the exemption from the
regulation would no longer be available and the regulation would apply to the entire property.
Properties built before January 1, 1978 that were identified as containing lead or lead hazards:
If your property receives an average of more than $5,000 per unit annually in project-based assistance, the
reviewer will ask that you produce:


The initial risk assessment completed by a certified risk assessor and documentation that the required
hazard reduction activities and subsequent clearance examination were completed, if applicable.



The property’s Lead Hazard Control Plan and documentation that ongoing lead-based paint
maintenance activities are being performed in accordance with the plan (interim controls, visual
inspections, maintenance, tenant notifications etc.).



Copies of the lead re-evaluation reports completed by a certified inspector or risk assessor every two
years since the initial risk assessment was conducted.



Notifications provided to tenants regarding the above actions, if applicable.



Documentation relating to special actions taken when a child under six is reported to have high blood
levels, if applicable.

If your property receives an average of $5,000 or less per unit annually in project-based assistance, the
reviewer will ask that you produce:


The initial visual assessment, the results of the assessment, and paint stabilization activities completed
to eliminate lead hazards, if applicable.



The property’s Lead Hazard Control Plan and documentation that ongoing lead-based paint
maintenance activities are being performed in accordance with the plan (interim controls, visual
inspections, maintenance, tenant notifications etc.).



Copies of the lead re-evaluation reports completed by a certified inspector or risk assessor every two
years since the initial risk assessment was conducted.



Notifications provided to tenants regarding the above actions, if applicable.



Documentation relating to special actions taken when a child under six is reported to have high blood
levels, if applicable.
…...Continued on following page
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Lead-Based Paint Compliance (cont.)
Disclosure Requirements
If the lead based paint requirements apply to your property,
the reviewer will confirm that the tenant file contains:


An acknowledgement form or copy of the pamphlet
signed and dated by the tenant certifying that the
“Protect Your Family from Lead in Your Home”
pamphlet was given to the household at move-in.



An attachment to the lease that includes a lead warning
statement and confirms that the owner is in compliance
with the lead-based paint notification requirements.

Tips to Avoid Lead-based Paint findings


Maintain a file or binder on-site that contains all required
lead-based paint documents. Locate any documents that
you do not have currently.



Ensure visual inspections are conducted and documentation is maintained and available for review. All
activities to eliminate hazards identified by the visual inspections are completed and documentation is
maintained and available for review, if applicable.



Ensure required lead reevaluations are conducted every two years by a certified inspector or risk
assessor. If it has been longer than two years since a lead reevaluation has been performed schedule one now! Be sure that all activities to eliminate hazards identified by the reevaluation is
carried out and a subsequent clearance examination is performed, if applicable. Documentation of all
activities must be maintained and available for review.



Know the requirements for when a reevaluation is no longer required. To be exempt from additional
reevaluation, at least two consecutive reevaluations conducted at such two-year intervals must be
conducted without finding lead-based paint hazards or a failure of an encapsulation or enclosure. If,
however, a reevaluation finds lead-based paint hazards or a failure, at least two more consecutive
reevaluations conducted at such two year intervals must be conducted without finding lead-based paint
hazards or a failure.



If you are a new owner/agent of a property built prior to 1978, be sure to locate all required lead-based
paint documents. Being a new owner/agent will not prevent lead-based paint findings.



Provide staff training on lead-based paint requirements!
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Family Self Sufficiency Program in Multifamily
The Family Self Sufficiency (FSS) Program enables HUD-assisted families to increase their earned income
and reduce their dependency on public assistance programs such as welfare assistance and rental
subsidies. FSS promotes the development of local strategies to coordinate the use of HUD rental
assistance programs with both private and public resources. This enables eligible families to make
progress toward economic independence and self-sufficiency.
During a five-year period, participants will work individually with a case manager to set and pursue goals
related to education, job training, money management, childcare, and transportation. Through case
management, the program provides life-skills guidance and links to network service providers. Participants
are expected to make continual progress towards their educational and career goals while meeting the
additional requirements of the FSS program in order to graduate successfully in five years. Families who
wish to participate will sign a contract of participation (CoP) with the owner, for up to five years, and each
individual participating member will have their goals set out in Individual Training and Services Plan (ITSP)
that are part of the CoP.
A key component of the FSS program is an interest-earning escrow savings account that accumulates as
earned income increases. Owners are required to set up the interest bearing accounts for all families
participating in the program, with separate accounting for each family. The escrow account is funded by
HUD through adjustments to rental subsidy payments to the owner. If family members’ earned incomes
and rental payments increase while participating in the FSS program, the owner will credit the incremental
rent due to the increase in earned income amount to the family’s escrow account. Families will receive the
funds from that account after they have successfully completed the program. Families involved with the
FSS program have used their escrow accounts to purchase homes, pay off debts, and finance higher
education for themselves or for their children.
HUD Notice 2016-08 implements the policies and procedures applicable to a FSS program in a HUDassisted multifamily housing property. Owners of privately-owned HUD assisted multifamily housing can
voluntarily establish and operate an FSS program at their housing sites. Participation in the FSS program
is voluntary for families living in these properties.
Should an owner of a multifamily section 8 property choose to participate in the FSS program, they are
responsible for the following activities:









Coordinating services with appropriate local entities;
Writing an Action Plan and submitting to HUD for approval;
Recruiting program participants and, if desirable, screening for motivation;
Creating and executing a Contract of Participation (CoP) with participating families;
Providing service coordination, case management, coaching, including referring, monitoring, and
evaluating supportive services provided to FSS families;
Creating FSS escrow accounts and managing deposited funds;
Submitting quarterly reports to HUD; and
Complying with Fair Housing and Equal Opportunity Requirements.

…...Continued on following page
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Family Self Sufficiency Program in Multifamily (cont.)
Families who choose to participate in the FSS program also have obligations, including:









The Head of Household will execute a CoP with the owner;
The Head of Household must seek and maintain suitable employment during the term of the contract
(and any extension thereto);
The Head of Household and those family members who have decided to execute an individual ITSP
will work with the owner to set goals that become part of the CoP;
FSS participants will complete the activities within the dates identified in each ITSP;
All family members must report increases in earned income immediately to property management staff;
All family members must become independent from welfare assistance and remain independent at
least one year before the expiration of the term of the CoP; and
All family members must comply with the terms of the lease.

Should a property owner choose to participate in the FSS program, they must develop an action plan in
consultation with both the public and private entities that will provide tenant services and/or other
resources for the operation of the FSS program. The action plan must then be subsequently submitted to
HUD for approval. As part of the approval process, HUD will assess the owner’s capacity to effectively run
an FSS program by reviewing the property’s recent Management and Occupancy Review (MOR) and the
Financial Assessment Subsystem (FASS) score. The owner must demonstrate a rating of Satisfactory or
higher on the most recent MOR and must be current in the submission of the Annual Financial Statements
(AFS) in the form required by HUD for the prior three-year period, and have all compliance flags resolved.
Owners should not begin operating their FSS program before receiving the official approval from HUD.
The owners created Action Plan must describe the policies and procedures of the FSS program. It must
also contain, at a minimum: information on family demographics, estimation of participating families, FSS
family selection procedures, incentives plan, outreach efforts, FSS activities and supporting services,
funding of the program, identification of family support needs, the owner’s policies concerning terminating
participation in the FSS program, the rights of the non-participating families, and the timetable for the
program implementation. The owner can choose to include any information that will support the proposed
plan.
Property owners and Management agents are encouraged to visit the Multifamily Housing Family SelfSufficiency (FSS) Program on the HUD Exchange website for detailed information and available
resources, including recorded trainings, detailed guidance on how to submit a Plan of Action to HUD, and
in-depth procedures to implement the program at your property.
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PBCA Member Spotlight
Sandra Britt—Team Leader—Downstate North NY
Explain your position with CGI?
I am currently the Team Lead of our Downstate North team. As the Team Lead,
I manage a group of Contract Specialists who handle the Renewals, Special
Claims, Vouchers, etc. for roughly 340 of the properties in our NY portfolio. I
help my team and Owner/Agents work through any issues with their process,
offering guidance or resources when needed. I also work in conjunction with
HUD, sending executed documents, requesting and providing status updates or
anything else that may be needed to finalize a process.
How long have you been with CGI?
I have been with CGI for over 13 years! I enjoy the work I do and I am so
thankful for the great people I work with.
What was your background prior to joining CGI?
My background prior to CGI was in the mortgage industry. Working as both a Loan Officer and a Loan
Processor, I gained an in depth understanding of the mortgage process from start to finish. As you may
know, mortgages generally involve lots of paperwork and coordination with multiple people or companies
in order to complete the process. The job also required a high level of customer service and attention to
detail to ensure that the process ran smoothly for all parties. I believe the skills gained from my previous
positions allowed me to make a successful transition to my first position at CGI, as a Contract Specialist,
which required so many of the same traits.
What are your hobbies? Things you enjoy doing after you leave the office?
I love to travel, trying new foods/restaurants and enjoy watching the occasional reality TV show. As mom
of a 6 year old boy, I spend a lot of time chasing, cleaning and trying to remain calm! This year especially,
I’ve enjoyed decorating my home as the seasons change to bring a little extra joy to my new workspace.
What brings you the most satisfaction in your day to day tasks?
I am most proud that the work we do, together with HTFC, Owner/Agents and HUD, we help to provide
housing for people in need. I also love a good puzzle and solving problems, so I get the most satisfaction
when I am able to help my team or an O/A work through a difficult issue.

What is the best piece of advice that you could provide to an owner/agent?
The best piece of advice I can provide to an Owner/Agent would be to gather as many or all items for a
process before submitting and to clearly communicate the intent/question to your Contract Specialist.
Each Specialist processes roughly 60-70 properties each and you would be surprised how often a question
or package is submitted with no identifying information (such as property name, contract number).
Providing your Contract Specialist with the appropriate documents or information up front, allows us to get
you the most accurate information and complete your process as quickly as possible. I suggest always
putting your Property name, Contract number and an item of reference in the subject line of your email
(such as stating if it’s a Special Claim submission or a Repayment Agreement question). I would also
suggest using our website www.pbcany.com as a source of information, as it not only includes copies of
the HUD forms, but also has reference guides and sample tenant notices which can help make processing
a little easier on both sides.
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All Residents of HUD Subsidized Properties

CGI provides Project-Based Section 8 Contract Administration services to the NYS Housing Trust Fund
Corporation and is responsible for responding to resident concerns. CGI Call Center has a team of
Customer Relation Specialists (CRS) that will receive, investigate and document concerns such as, but not
limited to the following:
 Questions or concerns regarding work order follow-up.
 Questions regarding the calculation of your rent.
 Address health & safety and HUD Handbook 4350.3 concerns.
Call Center Purpose
 Call Center aids in ensuring HUDs mission of providing Decent, Safe and Sanitary Housing.
 Serves as a neutral third party to residents, owners and the public.
 Assists with clarifying HUD Occupancy Handbook 4350.3 requirements.
Call Center Contact Information and Business Hours
Hours of Operation: 8:30am to 5:30pm
Contact Numbers: 1-866-641-7901 TTY number: 1-800-662-1220 Fax: 518-218-7800
Written Summaries: 100 Great Oaks Blvd. Suite 120, Albany, NY 12203
Email: NYPBCAContactCenter@cgifederal.com
Website: http://www.pbcany.com
Concerns can be submitted by the following:
 Phone
 Fax
 Mail
 Email
 Voicemail
 FOIA- Freedom of Information Act request must be submitted directly to
HUD
Required Information to open an inquiry
 Property name
 Caller’s name (anonymous calls accepted)
 Caller’s telephone number with area code
 Caller’s address including apartment number
 A brief, detailed description of the caller’s concern(s)
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We hope you have enjoyed a bit of the brilliant Fall foliage!

Questions or Comments?
Visit us at
www.pbcany.com
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