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STRUCTURE OF THE REPORT 
This report contains three sections to be read alone or in sequence.  

 

Part One, the executive summary, offers a brief overview of rent payment and financial services for public housing residents 

along with the recommendations and next steps. It is meant for those who want a quick summary focusing on the takeaways.  

 

Part Two provides more detail on all of the research: existing in-house processes, comparison housing authorities, and all of the 

rent payment alternatives investigated, whether or not they are recommended. It is a repository of all of the activities conducted 

during the summer.  

 

Part Three covers only recommended options along with suggested timelines, responsibilities, measures of successes and next 

steps. It is a basic handbook for those involved in implementing the pilot programs and internal procedure changes.  

 

The Appendix offers more detailed data and analysis. The body of the report contains references to each section.  

 

NOTE: The report breaks down development-based information into Cambridge Housing Authority’s designated Asset 

Management Project (AMP) groupings. AMPs are bundles of properties used for reporting and management purposes. 
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PART ONE 

EXECUTIVE SUMMARY 
 

This research focuses on rent payment alternatives and efforts to increase the use of mainstream financial services for residents 

in the Cambridge Housing Authority’s (CHA) public housing.1 It is part of a broader long-term banking initiative, which the CHA 

hopes will transform and improve every aspect of the agency’s financial processes and procedures. 

 

CHA identified three goals for the project: 

 

• Provide convenient rent payment options to residents, while supporting residents’ use of mainstream financial 

institutions. 

• Identify cost effective solutions that save residents and CHA time and money. 

• Streamline processes to harness technology better, including timely posting of rent. 

 

The investigation concluded that, while rent 

payment alternatives can maintain or lower some 

costs, the rent collection process is not a huge 

line item in CHA’s budget. Current rent payment 

options are the lockbox and direct draw, which 

cost $2.00 and $2.14 per household respectively. 

Paper statements make up about half the cost of 

rent collection. Direct draw becomes more cost 

effective than the lockbox at around 700 

participants.  

 

                                                      
1 Research was conducted over ten weeks between July and August 2013.  

866 , 38%

889 , 39%

524 , 23%

CHOICE OF RENT PAYMENT METHOD

Check

Money Order

Direct Draw

Data from May-Jul 2013
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There are several alternative rent payment options available to CHA, but it is important to remember that no single rent 

payment method will meet all residents’ needs. Therefore, an array of options is necessary.  Some residents do not have internet 

access, and others may never be able to pay rent with anything other than cash or a money order. However, CHA can work to 

lower the current rate of nearly 40% of residents using money order to pay rent2. As banking services move online and away 

from methods, such as the lockbox, that rely on paper statements and mail, CHA will need to consider moving rent collection 

online while also maintaining other payment methods. CHA should also investigate ways to eliminate or reduce paper 

statements, as this constitutes the largest cost in rent collection. Throughout these considerations, CHA should keep residents’ 

needs in mind while also helping support the use of low-cost financial services. 

 

After reviewing alternatives such as kiosks, online rent payment, third party vendors, incentives, etc., and speaking with other 

housing authorities, a few promising recommendations emerged. See the detailed report (Part Two and Part Three) for more 

information on all of the research, including non-recommended options. The recommendations fall into two categories: internal 

changes and suggested pilot programs.  

RECOMMENDED INTERNAL CHANGES 
Internal changes involve administrative options that streamline rent collection and make the process easier for both staff and 

residents.  

 

Design a New Ledger 

The current ledger is confusing for staff, residents, and advocates and should be edited for clarity. Eliminating unnecessary zeros, 

creating better spacing, and using negative numbers consistently (or eliminating them) will help improve rent collection and 

general understanding of ledgers.  

 

Eliminate CashPro for Direct Draw 

Staff in the Fiscal Department use Bank of America’s (BOA) CashPro software to adjust direct draws. These changes are most 

often due to updated account information, or changes to withdrawal amounts (i.e., when a resident’s rent goes up or down, or a 

fee is being charged in addition to rent). This process is extremely time consuming and unnecessary. The Leased Housing 

                                                      
2
 Households that use money orders and check cashing services face higher fees compared with those using some checking and savings accounts. 

Additionally, traditional bank accounts offer the opportunity to save and build assets.  
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Department3 currently sends an electronic file to BOA for landlord direct deposit information without logging onto a BOA site, 

and the same type of file can be used for the direct draw program. This will save hours of staff time each month.  

 

Enact Charging Restrictions at the End of Each Month 

Outstanding balances do not always follow the rent statement cycle. If a charge accrues between the rent roll (i.e., processing 

and mailing of statements) and when rent is due (usually a ten-day period), the resident may pay off their statement balance but 

maintain a ledger balance. As a result, a Property Manager may notice a negative balance on the account, and issue a fourteen-

day notice. Staff, residents, and advocates agree that charges issued during this time create confusing situations, and fourteen-

day notices, with their legal language may scare residents unnecessarily.  

 

CHA should consider a ban on maintenance and other fees charged to an account between the time rent rolls are completed and 

the first of the month. CHA could require managers to hold fees until after the first of the month. Another option would be to 

investigate whether Elite4 has controllability to disable miscellaneous charges during certain times of the month. In both cases, 

the manager would delay posting a fee to a household’s account until after the 1st of the month.  

RECOMMENDED PILOT PROGRAMS 
CHA’s portfolio includes two types of developments: Elderly and Family.  

 

Elderly: Incentivize Direct Draw 

The existing direct draw program makes sense for elderly residents who are on fixed income. Over 70% receive regular social 

security payments. Participation requires the use of a bank account, and with rent taken out automatically, residents do not 

need to bother obtaining checks or money orders for submitting payment.  

 

With only 524 residents participating currently, and over 1,200 of all households with social security payments that exceed rent 

(based on data from April 2013), there is room for the program to grow.  

                                                      
3
 The Leased Housing Department is responsible for the administration of CHA’s Housing Choice Voucher (HCV or Section 8) program. It is the counterpart 

of the Operations Department, which is responsible for the administration of CHA’s public housing portfolio.  
4
 Elite is CHA’s portfolio management software.  
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This pilot should occur across all elderly developments with site-based incentives. Sites with the most new direct draw 

participants would receive a reward. A similar incentive was created to increase recycling rates in elderly developments, and the 

wining development received a large television for their common room. Managers and residents can identify an appropriate 

incentive for this pilot. Managers will also need to take an active role in reaching and educating residents about the program and 

enlisting participants. 

 

Family: Offer Online Rent Payment 

Direct draw is less likely to work for households in family developments who may have multiple earners and inconsistent sources 

of income. However, unlike the elderly households, these residents are much more likely to have internet access through either 

a computer or a smartphone. Rather than forcing families into an automatic draw program, it makes more sense to expand 

options for rent payment through other means. Of all the technologies reviewed, online rent payment makes the most sense for 

a family pilot program. Long-term, CHA will likely have to move rent online as banks change their own products, and a pilot will 

allow staff and residents to get comfortable with the process before identifying a larger program or running an online rent 

payment system in-house. 

 

The pilot should occur with a third party vendor who offers a full-service option with little development on the CHA side and 

easy integration with Elite. See the detailed report for more discussion of specific vendors.  

 

General: Reduce or Eliminate Paper Statements  

All residents currently receive a paper statement, regardless of their payment method. Even residents who pay their rent 

through Direct Draw still receive a paper statement in the mail. The costs for printing and mailing these statements are 

extremely high.  

 

A third pilot program would reduce or eliminate paper statements. With significant staff involvement and the highest single cost 

of rent collection, eliminating statements is the best way to streamline both costs and processes. Additionally, residents may 

benefit from being able to view their ledger anytime (online or through other means), avoiding potentially inaccurate monthly 

rent statements. There are several ways to implement a pilot for eliminating statements. It could be conducted at one site to 

offer a small-scale, short-term trial period. All residents at a particular site could be included, only those using direct draw, or 

only those signing up for online rent payment.  
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Further Suggestions for Implementation 

Pilots should occur with enough time to engage residents, implement the program, track data, and receive feedback on their 

success. A three- to six-month pilot makes sense for all three options. The recommended strategies require additional steps and 

discussion before implementation can occur. Several CHA departments will need to be involved in the process and execution, 

including operations, fiscal, legal, IT, and property managers. 

 

It will be important, especially with the pilot programs, to identify aims, measure outcomes, and evaluate results. Some potential 

measures include: 

 

• Improved accuracy either through a reduction in resident complaints or unique cases that have to be handled directly 

• Qualitative feedback from residents via a survey or manager experience 

• Decreased number of residents paying with money order 

• Break even point on incentives and cost with savings 

• Number of families involved or enrolled 

• Lower delinquency rates 

 

Staff will need to determine the thresholds at which these criteria will be based and compare them to current baseline 

measures. 

 

As a leader in public housing, CHA is in a position to develop new models for rent payment that use technology effectively and 

creatively. CHA has the opportunity to better serve residents by offering alternative options that maintain or lower internal costs 

while also incentivizing high quality financial services. These recommendations, in small part, will help CHA serve its mission and 

its residents more effectively. 
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PART TWO 

INTRODUCTION 
 

Part of the Cambridge Housing Authority’s (CHA) mission is to promote citizenship, community, and self-reliance among the 

families they serve. As a leader in the field, CHA continuously looks for ways to improve their efforts while supporting resident 

welfare. One recent project is the long-term banking initiative that explores both the way CHA leverages its own banking 

relationships and how residents use financial services.  

 

Rent payment is the largest transaction that CHA engages in with residents, and currently, nearly 40% of residents pay rent with 

a money order. Many of those residents may do so because they do not have formal bank accounts (checking or savings). A 

recent Brooking article finds that “a full-time worker without a checking account could potentially save as much as $40,000 

during his career by relying on a lower-cost checking account instead of check-cashing services.”5 While it is unclear why CHA 

residents choose to pay rent with a money order, and whether or not they use mainstream financial services, CHA can play a part 

in helping residents understand their choices and make effective financial decisions. In particular, CHA can incentivize certain 

payment methods or offer additional options to make it easier to pay rent.  

 

Based on focus groups and feedback from residents, CHA is not in a position to suggest specific banks or become involved in 

households’ specific financial status. Rather, CHA can connect third-party organizations and residents for information and 

services in addition to revising its rent collection polices. 

 

This report summarizes research conducted on CHA’s current rent collection processes and several available payment 

alternatives. It only considers public housing sites (where CHA is the landlord) and excludes tax credit properties (managed by 

third parties). CHA identified three main goals for the project: 

 

                                                      
5
 Matt Fellowes and Mia Mabanta. “Banking on Wealth: America’s New Retail Banking Infrastructure and Its Wealth-Building Potential,” Metropolitan 

Policy Program at Brookings (January 2008). 
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• Provide convenient rent payment options to residents, while supporting residents’ use of mainstream financial 

institutions. 

 

• Identify cost effective solutions that save residents and CHA time and money. 

 

• Streamline processes to harness technology better, including timely posting of rent. 

 

These goals form the basis for subsequent research and analysis, and provide a framework with which to evaluate each 

recommendation. Though some recommendations may focus more heavily on one goal or another, they are not mutually 

exclusive.  

 

This report also addresses some of the challenges associated with rent payment, such as cost, delinquency, staff time and 

resident convenience. Rent payment alternatives do not have a big impact on CHA’s bottom line, but alternatives exist that meet 

or lower current costs. Additionally, CHA will most likely have to offer an array of options for rent payment because some 

residents will need to pay cash (due to income or circumstance), and not all residents have access to or comfort with online 

resources. 

 

Regardless of the challenges and tradeoffs, there are opportunities to improve and expand the rent collection process while 

supporting mainstream financial services.  
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EXISTING RENT AND DELINQUENCY PROCESSES 

RENT PAYMENT METHODS 
The current rent collection process occurs on a 

monthly cycle. Around the middle of the month, the 

Fiscal Department runs the rent roll and prints 

statements in-house. The statement is printed on 

perforated paper (so that residents can tear off and 

mail-in payment with their bill), and contains a unique 

barcode at the bottom identifying the account. A third 

party mailing house collects the statements and 

envelopes from CHA and folds, stuffs, and mails 

statements to residents near the end of the month. All 

residents of public housing receive a rent statement, 

regardless of their rent payment method. Payments 

are allocated to four different bank accounts 

representing the four types of properties: LLC, new 

construction, federal public housing, and state public housing. Almost a quarter of residents participate in the direct draw 

program. The remaining lockbox participation is split almost evenly between residents paying by check and those paying by 

money order. 

 

Lockbox  

CHA maintains lockbox services with Bank of America (BOA). Residents mail their payment along with the tear off portion of the 

rent statement to a P.O. Box. BOA handles collection of the mail, payment processing, and uploading information in a daily 

report for CHA’s review. The statement tear-off is required for the lockbox to work effectively. The barcode on the bottom of the 

statement identifies the account and household where payment should be attributed.    

 

When payments move through the lockbox as intended, the process is automatic and relatively independent of CHA. When 

payments bounce from the lockbox or are misapplied, the Fiscal Department intervenes manually. Payments are rejected by the 

lockbox for several reasons: 

866 , 38%

889 , 39%

524 , 23%

CHOICE OF RENT PAYMENT METHOD

Check

Money Order

Direct Draw

Data from May-Jul 2013
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• The statement slip is missing and the resident’s account is unknown. 

• The check or money order contains errors or discrepancies. 

• Residents pay online through their bank, which generates a check that is mailed to the lockbox, but no slip is included. 

 

BOA delivers these rejected payments to CHA, where staff must process them by hand. Other checks processed by hand include 

legal fee payments delivered to the main office or maintenance fee payments handed to property managers. On average, CHA 

staff handles approximately 180 checks per month. CHA staff deposits these payments at a BOA branch.   

Direct Draw  

Direct draw is administered through CHA’s BOA accounts. Residents fill out a form and sign up to have charges automatically 

withdrawn from their bank account each month. The Fiscal Department enters account information in CashPro Online, a BOA 

program for tracking automatic withdrawals. All payments are withdrawn from residents’ accounts on the fourth or fifth of the 

month. If a resident’s account overdrafts three times, they are removed from the program and must pay rent through the 

lockbox.  

 

Direct draw is simple to administer for accounts with consistent monthly charges. If a resident accrues fees, their rent changes, 

or they switch their withdrawal account, then the Property Manager must submit a direct draw change form to the Fiscal 

Department.  Every month, staff manually change this information through CashPro, which is a time consuming process. Staff 

estimates that they spend an average of eight hours a month making changes to direct draw.   
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Cost of Rent Collection 

The current cost of rent collection includes both fixed and per-unit fees. The cost of materials and labor for producing paper 

statements accounts for half of the cost of rent collection. The remaining cost is for BOA services, handling checks, returned 

check fees, and making changes to direct draw. 

 

The current per unit cost of the lockbox is $2.00. The current per unit cost of direct draw is $2.14.  

 

One common perception is that direct draw, because it is ‘automatic,’ must be significantly cheaper and should be incentivized. 

However, direct draw is actually more expensive owing to the fact that paper statements are sent out regardless of payment 

method, higher per-unit costs, and the administrative burden of making changes to direct draw. As the number of direct draw 

participants increases, cost per unit decreases and eventually drops below lockbox unit costs. See the alternative solutions 

section for more discussion on increasing direct draw participants. 

NOTE: Payment flows either through the lockbox to the bank, or the bank pulls funds directly from residents’ 

accounts via direct draw.   
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TOTAL    RENT    COSTS    (Monthly)

Activity  Total Cost 

Direct Draw 

Allocation

Direct Draw 

Only

Lockbox 

Allocation

Lockbox 

Only Notes

MATERIALS:    PRINTING/STATEMENTS

Paper for statements 25.05$         23% 5.76$         77% 19.29$        5,000 sheets per box ($54.95), (2,279 statements)

Inner envelope (no postage) 177.79$       23% 40.89$        77% 136.90$      $0.078 per envelope

Outer envelope 200.58$       23% 46.13$        77% 154.45$      $0.088 per envelope

Mail pickup 476.38$       23% 109.57$      77% 366.81$      Flat rate + unit cost (prorated $0.209 per unit)

Postage on outer envelope 986.95$       23% 227.00$      77% 759.95$      $0.433 per envelope mailed

Permit Account for prepaid postage 33.33$         23% 7.67$         77% 25.67$        $400 per year with the post office

Additional statements for late 

payments 2.64$          0% -$           100% 2.64$          

Distributed by property manager; $30 a box for 

paper; 1.5 by average delinquency rate Apr-12:Apr-

13 (TAR report: 220)

Additional innter envelopes for late 

payments 25.74$         0% -$           100% 25.74$        Same as above

Subtotal 1,928.46$    437.02$      1,491.45$    

MATERIALS:    OTHER

BoA lockbox and check processing 970.00$       0% -$           100% 970.00$      Average cost from Apr-Jun '13 (data from BOA) 

BoA costs for direct draw 98.00$         100% 98.00$        0% -$           

Average cost from Apr-Jun '13 (data from BOA) & 3 

ACH file transfers attribute to direct draw

Bounced Check/Direct Draw Fees 44.00$         14.00$        30.00$        ~4 @ $3.5 direct draw, ~6 @ $5.00 lockbox

Subtotal 1,112.00$    112.00$      1,000.00$    

LABOR

Print statements 224.00$       23% 51.52$        77% 172.48$      $56/hour (benefits and salary) for 4 hrs/month

Direct handling of checks 840.00$       0% -$           100% 840.00$      

$56/hour (benefits and salary) to handle avg 180 

checks/month at 5 minutes/check.

Making changes to direct draw 504.00$       100% 504.00$      0% -$           

$56/hour (benefits and salary) for 7 hours avg; 

$112/hour for review/approval for 1 hour avg

Software changes to direct draw 19.77$         100% 19.77$        0% -$           Based on thirty minutes of IT's time per month

Subtotal 1,587.77$    575.29$      1,012.48$    

Grand    Total 4,628.23$                1,124.31$            3,503.93$            

Cost    per    Unit 2.03$                                        2.14$                                    2.00$                                        

Printing/statements material and 

labor (broken out) 2,152.46$    488.54$      1,663.93$    

Cost per unit excluding printing 1.09$          1.21$         1.05$          

Cost per unit for printing only 0.94$          0.93$         0.95$          
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Benefits and Challenges of the Current System 

The current rent collection system works fairly well in most cases. However, handling unique situations and changes to accounts 

can take considerable staff time.  

 

PAYMENT TYPE BENEFITS CHALLENGES 

Money Order 

to Lockbox 

• CHA doesn’t touch checks or handle processing 

• Get a summary from the bank to settle accounts 

• Centralized system 

• Lag time between payment and posting 

• Some money orders get lost in the mail or in processing 

• Property managers don’t have a good handle on details 

• Pay fees to BOA for service 

• Cost to process and mail statements each month 

• Handle issues with lost slips, etc. (approx. 175-185 per 

month; checks and money orders) 

• Residents pay fees to use 

Check to 

Lockbox 

• CHA doesn’t touch checks or handle processing 

• Get a summary from the bank to settle accounts 

• Centralized system 

• Lag time between payment and posting 

• Some checks get lost in the mail or in processing 

• Property managers don’t have a good handle on details 

• Pay fees to BOA for service 

• Cost to process and mail statements each month 

• Handle issues with lost slips, etc. (approx. 175-185 per 

month; checks and money orders) 

Direct Draw • CHA doesn’t touch checks or handle processing 

• Get a summary from bank to settle accounts 

• Centralized system 

• Automatic 

• No checks/mailing involved 

• Must manually change adjustments to rent or changes in 

bank accounts (approx. 100-250 per month) 

• Residents don’t choose when money is taken out of account 

• Receiving paper statements is redundant and causes 

confusion 

• Pay fees to BOA for service 
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DELINQUENCY PROCEEDINGS 

Summary of the Process and Relevant Fees 

CHA follows specific delinquency proceedings for residents who are late with their payments. Appendix A contains more detail 

on this process. The initial process (up until the court date) is the same for nearly all cases. In court, residents either pay their 

balance; enter into an agreement; or default or fail to appear. It is possible to cycle through several stages of the delinquency 

process if residents continually enter and breach agreements. CHA may also cancel an eviction if a resident reaches an 

agreement with CHA.  

 

There are specific unit costs to delinquency that include serving a resident with a summary process, entering a case with the 

courts and eviction. There are also significant costs associated with the outside attorneys who handle the delinquency process.  

Next Steps in Evaluating Delinquency 

CHA has never quantified the true cost of delinquency. While it will be impossible for CHA to eliminate delinquency, the process 

likely represents a significant cost to the agency, because the majority of cases do not end in eviction. By quantifying the cost, 

CHA will be in a better position to determine the amount of resources to put into reducing delinquency. 

 

CHA should estimate the number of cases that reach each critical stage (those with a charge) to determine the total cost of fees. 

In addition, adding the cost of staff time and outside attorneys would give an accurate picture of the cost of delinquency.  

With this information, CHA can better define the necessary approach (if any) to addressing delinquency. 
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NOTE: The delinquency process begins once rent is past due and the $25 late fee is applied. There are costs to serving and entering the 

case with the courts, and only through default is a resident charged. Additionally, evictions result in significant charges that may or may 

not be recouped from the resident. It is possible to cycle through several stages of the delinquency process if residents continually enter 

and breach agreements. Throughout this process, CHA pays significant external attorney fees in addition to using staff resources.  
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SURVEY OF PUBLIC HOUSING AGENCIES’ RENT PAYMENT SYSTEMS 
 

Throughout the summer, other public housing agencies were interviewed to learn more about their rent collection processes 

and education efforts around financial literacy. Eight public housing agencies were surveyed, five of which participate in the 

Moving to Work (MTW) Deregulation Demonstration Program6. The PHAs range in size, scope, and geographic location providing 

a varied snapshot of how to handle rent payment. Appendix B contains more detail on each interview. For all eight housing 

authorities, the majority of residents continue to use standard rent payment options (on-site or lockbox). Five of the housing 

authorities offer alternative rent payments with different adoption rates, all individually below 25%. Direct draw is the most 

common, with online payment a close second.  

 

San Antonio, Los Angeles County, and Miami-Dade County offer online rent payment. San Antonio and LA are via a bank transfer, 

whereas Miami only offers credit or credit-enabled debit card payments. San Antonio has seen little shift to this method, but LA 

and Miami have 12% and 18% uptake, respectively. It is unclear why residents choose a particular method, but one explanation 

for San Antonio’s low adoption rate may be that they still accept payment at property sites, which many residents may feel is 

easier or more convenient than online rent payment. 

 

A few of the agencies have tried incentives and education around rent payment and personal banking. Most offer some type of 

financial literacy training or courses. Charlotte Housing Authority held a financial fair at one of their sites to offer information, 

answer questions, and help people interpret their statements. LA County worked with their bank (Bank of America) to offer free 

checking and savings accounts to residents who signed up for direct draw, but felt participation was lower than they would have 

liked. They also awarded managers with free training or seminars who had the most residents paying rent online. Miami-Dade is 

investigating options for residents to pay rent directly at a local bank branch. Most authorities mentioned that they had either 

researched or would like to implement incentives for on-time payment or specific rent payment methods. Many mentioned gift 

cards, reduced rent or other rewards. 

                                                      
6
 According to the U.S. Department of Housing and Urban Development, “Moving to Work (MTW) is a demonstration program for public housing 

authorities (PHAs) that provides them the opportunity to design and test innovative, locally-designed strategies that use Federal dollars more efficiently, 

help residents find employment and become self-sufficient, and increase housing choices for low-income families. MTW gives PHAs exemptions from 

many existing public housing and voucher rules and more flexibility with how they use their Federal funds..” 

http://portal.hud.gov/hudportal/HUD?src=/program_offices/public_indian_housing/programs/ph/mtw 
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RENT PAYMENT 

OPTIONS FOR 

SELECT HOUSING 

AUTHORITIES Pay at 

Property 

Pay at 

Admin 

Office 

Mail to 

Admin 

Office 

Mail to 

Lockbox 

Negotiated 

Rate at 

Alternate 

Financial 

Institution 

Direct 

Draw 

Pay 

online 

Public 

Housing 

(#) 

Vouchers 

(#) 

Other 

Units 

(#) MTW? 

Cambridge Housing 

Authority 
      X   X    2,000   2,500   1,125  Yes 

      77%   23%           

San Antonio 

Housing Authority 
X     X X   X  7,000   12,400    Yes 

87%     5% 6%   2%         

Charlotte Housing 

Authority 
  X* X          2,500   4,000    Yes 

  75% 25%                 

Home Forward 

(Housing Authority 

of Portland) 

X         X    3,100   7,900    Yes 

80%         20%           

Tacoma Housing 

Authority 
X X X X        900   3,500    Yes 

55-58% 2-5% 2-5% 40%               

Atlanta Housing 

Authority 
X              1,900**   9,400   9,500  Yes 

100%                     

Boston Housing 

Authority 
X*** X   X        11,000   14,000    No 

0.50% 0.50%   99%               

Housing Authority 

of the County of Los 

Angeles 

      X   X X  2,962   23,000   374  No 

      73%   15% 12%         

Miami-Dade County 

Public Housing 
      X   X X  9,200   16,000    No 

      60%   22% 18%         

*Pay at administrative office is only via a drop box, not in person               

**Public Housing is Elderly (all family converted to vouchers)       

***Operations discourages paying rent at the property; only a few managers allow it from certain residents due to specific circumstances   
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ALTERNATIVE SOLUTIONS 
After researching the current rent collection system and speaking with other housing authorities, alternative solutions for rent 

payment were explored. These included new technologies, incentives to pay rent and avoid delinquency, educational 

opportunities and changes to internal procedures. Some of these ideas were discussed at the beginning of the summer, and 

other emerged during discussions with staff and partners. All of the alternatives are discussed in more detail (whether 

recommended or not). Please refer to the recommendations section for more information on the proposed solutions. 

INTERNAL PROCEDURES 

Ledgers 

Staff in the Legal, Fiscal and Operations Departments mentioned that the current ledger report from Elite is confusing. Managers 

and residents also find the ledger difficult to decipher, including advocates with the Cambridge and Somerville Legal Services. It 

is difficult to figure out how a resident’s balance attributes to particular charges and the payments and charges column use 

negative numbers for opposite purposes. While this makes sense in theory, it can make for puzzling interpretation.  

 

Sample CHA Ledger 
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CHA’s outside counsel provided sample ledgers from other cases that might improve Elite’s version.  The examples offer ideas for 

simple changes to the CHA ledger. By eliminating ‘0.00’ entries, charges and payments would be clearer to interpret. In addition, 

creating line breaks within the list (by date, etc.) might make the ledger easier to read. Finally, better handling of charges and 

payments, and consistent use or elimination of positive and negative numbers would improve the ledger immensely.  

Sample Ledger 1 

 

 

Sample Ledger 2 
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CHA should work with Elite representatives to redesign the ledger report and commission a simpler version that takes into 

account some of the suggestions noted above. 

 

Charge Restrictions 

In addition to confusing ledgers, outstanding balances do not always follow the rent statement cycle. For example, rent rolls are 

completed towards the end of the month and sent out to residents. If a charge accrues between the rent roll and when rent is 

due (usually a 10 day period), the resident may believe they are paying their balance in full based on the statement, but could 

actually underpay. If a manager notices a negative balance on an account, the resident may receive a fourteen-day notice, but 

correctly believe that it is in error. Staff, residents, and advocates all mentioned that this window of time is very confusing for 

situations in which new charges occur, and fourteen-day notices, with their legal language may scare residents unnecessarily.  

 

One option to avoid this problem is to put a ban on maintenance and other fees charged to an account between the time rent 

rolls are completed and the 1st of the month. This would avoid any potentially unknown charges applied to the current rent 

statement. CHA could request that managers not apply fees during the period. Another option would be to investigate whether 

Elite has controllability to disable miscellaneous charges during certain times of the month. In both cases, the manager would 

delay posting a fee to a household’s account until after the 1st of the month.  

 

Cashpro 

Theresa Auterio, the Confidential Secretary in the Fiscal Department, is responsible for managing the account details for 

households that participate in direct draw. Each month, Theresa logs onto Bank of America’s (BOA) CashPro software to adjust 

accounts, either because bank information or rent withdrawal amounts change. This process is extremely time consuming, 

because Theresa must enter each account in a separate window and the application often runs slowly or times out. Theresa 

estimates that she spends about 7-8 hours each month making changes in CashPro.  

 

Meeting with the BOA representatives, we learned that CashPro is not the ideal tool to use for this service, especially because 

direct draw now has over 500 participants. Rather, they suggested that CHA transmit a simple ACH file each month, similar to the 

current process that leased housing uses to transmit payments to landlords. This adjustment will not reduce BOA fees for direct 

draw services, but it will save considerable labor for Theresa and the Fiscal Department.    
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Eliminate/Reduce Statements 

Printing statements costs CHA over $2,000 a month, half the cost of the entire rent collection process. Reducing or eliminating 

paper statements would have the largest impact on rent collection costs. Currently, all residents receive a paper statement, even 

if they participate in direct draw. Many residents have few or no additional charges besides rent, making a statement redundant. 

Additionally, if CHA moves towards online rent payment in the long-term, residents could view their ledgers online.  

 

What is the typical volume of non-rent charges at CHA?  

 

Data was reviewed over a year (July 1, 2012- June 30, 2013) to determine the potential impact of reducing or eliminating 

statements. Over this period, over 80,000 transactions were conducted with public housing residents, including payments, 

charges, and adjustments. Of the total, 9,170 transactions were non-rent related. “Non-rent” transactions exclude accounts 

receivable (AR) codes associated with dwelling rent, 

prepayment, security deposits, transfers, and utilities. See 

Appendix C for all AR codes available to property managers in 

Elite. Non-rent transactions represent 11% of the transactions 

by volume, but only 2% of the charges by dollar value. While 

pursuing these small fees may not be cost effective at first 

blush, these charges may send a strong message about policy 

enforcement, thus making this staff time well-spent. It is 

important for CHA to analyze the impact of these tradeoffs.  

 

During the year period, a significant number of households 

(60%) did not have any non-rent transactions. Of the 40% who 

did incur non-rent transactions, over 50% had between 1-5 

transactions during the year. This suggests that the vast 

majority of residents may not need to receive monthly 

statements, and occasional statements whenever a non-rent 

fee accrues would suffice. 

 

 

 

1000, 40%

1517, 60%

HOUSEHOLDS WITH NON-RENT 

TRANSACTIONS 
(JUL 1, 2012-JUN 30,2013)

One or More

None

NOTE: 60% of residents had only rent-related 

transactions over the course of the year suggesting that 

many residents may not need a statement.
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FREQUENCY OF NON-RENT TRANSACTIONS BY HOUSEHOLD
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NOTE: Of those residents who do receive miscellaneous fees and charges, over half (538) had five or fewer 

transactions during the year reviewed suggesting that an even larger population may not need paper statements. 
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What does this mean for property managers? 

 

Since many residents receive no or few additional charges per year, it 

may be possible to have managers issue statements to residents 

directly whenever they assess non-rent charges during a particular 

statement month. To determine the feasibility of this idea, charges per 

month by Asset Management Projects (AMPs) were reviewed.  

 

For most AMPs, managers would have to print and deliver an average 

of twenty or fewer statements per month. Only a few AMPs (Burns, 

Millers River, and Newtowne Court) have a significant amount of 

charges per month. Staff should talk to managers directly to determine 

if site-based tracking of charges makes sense for these sites. Many 

managers indicate that they already send a letter to residents when a 

charge accrues, so placing the burden of notification on the managers 

may not be as difficult as originally believed. 

 

For more detail on the transaction analysis data, see Appendix C. 

 

  

FEDERAL

Monthly    

Average

Cambridgeport Commons 0

Corcoran Park 26

Daniel F Burns Apts 99

Family Condos 0

Frank J. Manning Apartments 5

Jefferson Park 10

Leonard J. Russell Apartments 0

Millers River Apts 101

Newtowne Court 47

Norfolk Street 0

Putnam Gardens 9

Roosevelt Towers 10

Washington Elms 20

Woodrow Wilson Court 2

SUBTOTAL 329

STATE

Jefferson Park 202 4

SUBTOTAL 4

NEW    CONSTRUCTION

Putnam School 1

Roosevelt Midrise 2

SUBTOTAL 3

GRANDTOTAL 335

AVERAGE    NON-RENT    CHARGES/MONTH
(JUL    1,    2012-JUN    30,    2013)
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INCENTIVES 
Internal procedures are a way to streamline processes and reduce costs, but incentives offer a direct benefit to residents while 

also encouraging high quality banking options.  

Increase Direct Draw 

Direct draw currently costs more per unit than the lockbox, but costs will fall as CHA adds more residents to the program. There 

are currently 524 residents on direct draw, and with an increase in 200 participants, costs will fall to $1.93 a unit (see Appendix D 

for details), lower than per unit lockbox costs for the remainder of households. Additionally, if statements are eliminated for 

direct draw participants, then costs fall to $1.01 per unit (see Appendix D for details). 

 

Is it realistic for CHA to increase direct draw participants by 200 households? 

 

Households on fixed income are probably most willing to participate in automatic rent payments. They have a steady stream of 

income and would not have to worry about overdrawing their account each month. Based on April 2013 data of public housing 

residents, 1,215 households have social security income that exceeds their rent payment. Even if all 524 direct draw participants 

came from this group, there is still significant room to increase participation in the program.  

 

Avoid Delinquency and Reward On-time Payments 

Another incentive would be to reward on-time payments in an effort to reduce delinquency. This could be done with a reduction 

in rent or direct payment (gift card or gift card raffle) for residents who pay rent on time over a period. It is unclear whether this 

would, in fact reduce delinquency. Some residents may enter delinquency regardless, either because of inability to pay, or 

because of cycling consistently in and out of the process. More research is necessary to determine if proactive incentives for all 

residents, regardless of payment method, makes sense.  
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EDUCATION 
One simple way to improve residents’ access to banking is through educational efforts. Recent focus groups have shown that 

residents do not want CHA directly involved in their financial lives. Rather, CHA has been more successful in reaching out to third 

parties to conduct financial training and promote banking initiatives. Compass Working Capital’s FSS+ program and Crittenton 

Women’s Union’s CFO programs are good examples.  

 

These programs, though very successful, reach a limited number of residents. In order to reach a wider audience, CHA should 

consider larger, public events such as a financial literacy fair. Charlotte Housing Authority hosted a very successful fair at one of 

their sites, and their experience can serve as a model for CHA. 

 

The financial fair could expose residents to three layers of financial education: 1) The basic pillars of financial literacy through 

classes and workshops, 2) Services and programs offered by CHA’s partner organizations, and 3) Information about financial 

interactions with CHA such as rent payments, understanding statements, and fees. 

 

The Resident Services Department – in cooperation with other internal and external stakeholders – hopes to host such a fair in 

2014. 
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ALTERNATIVE RENT PAYMENT OPTIONS 
In addition to investigating CHA’s internal procedures, research was conducted into alternative rent payment options that may 

streamline processes, reduce costs, and expand resident options. This report reviews four alternatives: kiosks, check scanning, 

online payment, and third-party vendors for online and other payment types. Some of these technologies are promising, while 

others would increase staff time or cost more than the current rent collection system.  

 

Rent Payment Kiosk 

A kiosk is a freestanding machine that accepts different payments. Kiosks could be located at development offices or at the CHA 

main office. This option would allow residents to pay their rent, while eliminating reliance on the lockbox. During a meeting with 

the Bank of America representatives, they mentioned that banks are moving away from lockboxes and other paper-based 

services, and that over time, CHA may have to transition to other rent collection options. While this is likely a long time in the 

future, it is important to keep in mind as alternatives are considered. One issue with alternative rent options is that CHA will 

always have some residents who must pay rent in cash or money order, and moving services online does not allow for this type 

of payment. Rather, a kiosk may be a good long-term solution for this issue.  

 

Given that the startup costs for kiosks are significant ($3,000-$7,000 per unit), this option is not recommended. (See Appendix E 

for detailed costs by vendor). There may also be administrative and maintenance costs, and managers would take on additional 

responsibilities to assist residents with onsite payment. If, at some point, mail-in payments are no longer accepted, a single kiosk 

at the CHA main office for accepting money orders or cash may make sense. By that point, CHA may already have payment 

software in place, and would only need to invest in the hardware. 

 

Check Scanning Onsite 

Another option is to collect rent at development sites and provide managers check-scanners to scan information to BOA. 

Currently, managers are not involved in rent collection. Because there is a delay with the lockbox, some residents say they have 

paid their rent, but the funds may be in process or in the mail. With onsite payment, residents would receive a receipt and 

managers would know exactly which residents paid. While this could improve the relationship between managers and residents, 

this option is not suggested. It would significantly increase CHA’s labor and involvement in the rent process. Additionally, BOA 

charges fees to use this option, both monthly maintenance and per image deposit fees. These include $15 monthly maintenance 

fees for each scanner, $25 per account, and up to $0.40 per scanned item.  
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Online Web-payment 

Currently, two options exist for CHA to create online payment systems through existing partners. Emphasys offers a Resident 

Portal system, which allows residents to view their ledgers online in Elite. Current estimates for similar portals are $20,000 and it 

is unclear whether residents can pay their rent online through the Resident Portal, or whether CHA must purchase a different 

product from Elite. 

 

Bank of America also offers online rent payment software through its “Payment Collection Gateway.” Residents would be able to 

pay rent online or over the phone. The standard option requires at least 1,000 users (too high for CHA) and is more expensive 

than existing rent collection options. At the time of report writing, CHA’s Bank of America representatives were looking into the 

Housing Authority of the County of LA’s online rent payment system which uses BOA for processing, but only serves 

approximately 350 participants a month. It is unclear whether LA’s program with BOA will apply to CHA. 

Third Party Vendor for Online and Other Payments 

Several firms offer software for property management and online rent payment. Eight firms responded with information about 

their online rent payment services. All of the firms offer payment by ACH transfer or e-check. Most of them offer credit/debit 

card payments, and a few offer phone payments, on-site scanning, or cash payments at a partner site.  

 

Charges are typically based on a per transaction price, which is typically higher than the current unit price CHA pays for rent 

collection (about $2.00). See Appendix E for specific costs by vendor. A third party vendor would allow CHA to eliminate paper 

statements from those using the service, automatically saving the current $1.00 per unit for printing and mailing. While the per-

transaction price is too high to make this service competitive, two vendors (PayLease and PayYourRent) offer bulk options that 

are charged to CHA per unit. These are more competitive at $0.40 and $0.75 per unit.  

 

Many of the firms manage call centers for residents who need help making payments or have technical issues with the website. 

Additionally, these firms take responsibility for the security of the online payment site and encrypting residents’ financial 

information. To integrate with Elite requires a simple file transfer at a set time (daily or more often) as is currently done with the 

lockbox or direct draw. While this option adds another party to the rent collection system, it has the opportunity to expand 

options and convenience for residents, while beginning the process of moving away from paper statements.  

 

Not all residents have internet access, but the 2013 “Internet Accessibility Survey” conducted by CHA found that over 50% of 

respondents accessed the internet in their home with a computer or tablet, while another 20% used a smartphone. This 

indicates that there is significant potential for residents to pay rent online. 
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Benefits and Challenges to Rent Payment Options 

 

PAYMENT TYPE BENEFITS CHALLENGES 

Rent Payment 

Kiosk 

• Onsite payment option 

• Handles many types of payments 

• More flexible for residents than current 

options 

• CHA remains separate from the process 

• Payment posts immediately or within 

hours 

• Expensive startup costs 

• May involve property managers in the process 

• Potential Maintenance Issues 

• Concerns about cash payments and safety 

• May need to set up interface with Elite/BOA 

• Puts more work on third party, but less 

involvement/oversight from CHA 

Check Scanning 

onsite 

• Onsite payment option 

• Direct connection between property 

managers and residents 

• Convenient alternative for many 

residents 

• Potential to reduce delinquency? 

• Faster posting/processing times 

• Burden on property managers where there 

wasn’t any before 

• Most labor intensive for CHA compared with 

other options  

Online Web-

Payment 

• Multiple ways to pay rent (or restrict to 

e-check) 

• CHA remains separate from the process 

• Payment posts immediately or hours 

• Matches current trends in technology 

• Additional fees involved 

• May need to set up capability to interface with 

Elite/BOA 

• Puts more work on third party, but less 

involvement/oversight from CHA 

Third Party 

Vendor for 

Online and 

Other 

Payments 

• Can offer several payment options at 

once (text, online, phone, etc.) 

• CHA remains separate from the process 

• More flexible for residents than current 

options 

• Payment posts quickly (usually 24 hours) 

• Additional fees involved 

• May need to set up interface with Elite/BOA 

• Puts more work on third party, but less 

involvement/oversight from CHA 
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  NOTE: The flow of payment for rent payment alternatives involves additional parties such as vendors or site 

management staff.   
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PART THREE 

RECOMMENDATIONS 
This report recommends three pilot programs and three changes to internal procedures. These recommendations represent 

options that fulfill CHA’s three goals to streamline processes, harness technology, and to expand customer service while 

incentivizing high quality financial services. The following sections are organized by perceived effort and payback with the easiest 

first and the more difficult last. 

INTERNAL CHANGES 

Design a New Ledger 

The ledger is confusing for staff, residents, and advocates and should be edited for clarity. Eliminating unnecessary zeros, 

creating better spacing, and using negative numbers consistently (or eliminating them) will help improve rent collection and 

general understanding of ledgers.  

 

CHA staff should work with Elite consultants to generate a new ledger report that is better representative and easier to 

understand. This project is relatively short term. The IT department will need to take a lead role in the process, but the 

Operations Department, legal staff, and residents should be involved as well. 

Eliminate CashPro for Direct Draw 

Eliminating CashPro for direct draw will save staff time, require limited effort, and simplify processes. Bank of America (BOA) 

representatives encourage the change as well, since it will save costs on their end. The Fiscal Department currently uses CashPro 

to make changes in Elite when a participant’s bank information or rent changes. Rather than logging into the online software, 

fiscal staff can instead send a simple electronic file to BOA each month.  

 

Leased housing currently sends an electronic file to BOA for landlord direct deposit information. Fiscal staff should meet with 

leased hosing staff to review their current process and make the switch away from CashPro. This will save hours of staff time 

each month. This is a very short-term project with clear benefits. 
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Enact Charging Restrictions at the End of Each Month 

Outstanding balances do not always follow the rent statement cycle. If a charge accrues between the rent roll (i.e., processing 

and mailing of statements) and when rent is due (usually a ten-day period), the resident may pay off their statement balance but 

maintain a ledger balance. As a result, a Property Manager may notice a negative balance on the account, and issue a fourteen-

day notice. Staff, residents, and advocates agree that charges issued during this time create confusing situations, and fourteen-

day notices, with their legal language may scare residents unnecessarily.  

 

CHA should consider a ban on maintenance and other fees charged to an account between the time rent rolls are completed and 

the first of the month. CHA could require managers to hold fees until after the first of the month. Another option would be to 

investigate whether Elite7 has controllability to disable miscellaneous charges during certain times of the month. In both cases, 

the manager would delay posting a fee to a household’s account until after the first of the month.  

 

This project may take more coordination than the other two internal procedure recommendations. Operations staff and the IT 

Department will need to discuss how to implement such a ban, and whether Elite can manage the process automatically, or 

whether it would require manager policy changes. Fiscal staff may have to oversee the change because they approve all charges 

in Elite. It is recommended that this project be completed in the medium term and the other two changes implemented first. 

 

ELDERLY PILOT: INCENTIVIZE DIRECT DRAW 
The existing direct draw program makes sense for elderly residents who are on fixed income. Over 70% receive regular social 

security payments. Participation requires the use of a bank account, and with rent taken out automatically, residents do not 

need to bother obtaining checks or money orders for submitting payment. For CHA, direct draw is a good option if the numbers 

participating increase (cost per unit becomes lower than lockbox at around 700 participants). Once CHA eliminates CashPro, 

direct draw also becomes less labor intensive for staff. 

 

With only 524 residents participating currently, and over 1,200 of all households with social security payments that exceed rent 

(based on data from April 2013), there is room for the program to grow. See Appendix F for a breakdown of direct draw 

participation by AMP type. Elderly sites have higher participation rates and are the best place to increase participation through a 

pilot program. 

                                                      
7
 Elite is CHA’s portfolio management software.  
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This pilot should occur across all elderly developments with site-based incentives. Sites with the most new direct draw 

participants would receive a reward. A similar incentive was created to increase recycling rates in elderly developments, and the 

wining development received a large television for their common room. Managers and residents can identify an appropriate 

incentive for this pilot. Managers will also need to take an active role in reaching and educating residents about the program and 

enlisting participants. 

FAMILY PILOT: ONLINE RENT PAYMENT 
Households in family developments are less likely to benefit from a direct draw program because they may have income from 

multiple sources as well as unsteady income. Rather than forcing families into an automatic draw program, it makes more sense 

to expand options for rent payment through other means. Of all the technologies reviewed, online rent payment makes the most 

sense for a family pilot program. Long-term, CHA will likely have to move rent online as banks change their own products, and a 

pilot will allow staff and residents to get comfortable with the process before identifying a larger program or running an online 

rent payment system in-house. 

 

The pilot should be conducted with a third party vendor who offers a full-service option with little development on the CHA side 

and easy integration with Elite. Both PayLease and PayYourRent offer bulk options that allow CHA to cover the fees for the 

service while keeping it affordable.  

PILOT: REDUCE/ELIMINATE PAPER STATEMENTS 
A third pilot program would reduce or eliminate paper statements. Printing and mailing statements cost approximately $1.00 per 

unit (about half the total cost). With significant staff involvement, eliminating statements is the best way to streamline both 

costs and processes. Additionally, residents will benefit from being able to view their ledger anytime (online or through other 

means), avoiding potential inaccurate monthly rent statements.  

 

There are several ways to implement a pilot for eliminating statements. It could be conducted at one site to offer a small-scale, 

short-term trial period. All residents at a particular site could be included, only those using direct draw, or only those signing up 

for online rent payment. It would be easier to conduct a pilot if there is an alternative way to view ledgers (online or request to a 

manger). It will be important to ensure that there is a payment method in place for those that can only pay rent with money 

order or cash, since the lockbox option is not available without a printed statement.  
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IMPLEMENTATION & MOVING FORWARD 

POTENTIAL TIMELINE FOR ROLL-OUT 
The timeline for implementing the internal changes and the pilot programs is flexible. The following chart identifies one way to 

prioritize the goals with effort placed on short-term projects first. 

 

Strategies 
Time Frame for Implementation 

Short Term Medium Term Long Term 

Internal 

Changes 

New Ledger 

CashPro to File 

Charging Restrictions 

Pilots 

Family: Online rent payment 

Elderly: Increase Direct Draw 

Reduce/Eliminate Statements 

 

Pilots should occur with enough time to engage residents, implement the program, track data, and receive feedback on their 

success. A three to six month pilot makes sense for all three options.  

 

NEXT STEPS, ROLES AND RESPONSIBILITIES 
The recommended strategies require additional steps and discussion before implementation can occur. Several CHA 

departments will need to be involved in the process and execution. The following table highlights some suggested tasks and 

appropriate roles. This list is not exhaustive and CHA may need to adjust responsibilities appropriately.  
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PROSPECTIVE INVOLVEMENT OF CHA DEPARTMENTS FOR EACH RECOMMENDATION 
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Coordinate with elite representatives to create new report X

Meet with leased housing to discuss landlord direct deposit X

Coordinate file transfer with BOA X

Implement new policy for make direct draw changes X

Participate in discussion on how process would work X X X X X X

Help oversee implementation and enforcement X X

Create Elite capability (if applicable) X

Initiate and create contract with vendor X X X X

Determine budget for pilot X X X

Set up ftp/file transfer system with vendor X

Help advertise and encourage resident uptake X X

Availability to answer resident questions or conduct seminars X X

Engage Tenant Councils X X X

Qualitative Feedback from residents at the end of the pilot X X X

Determine budget for pilot X X X

Determine budget for incentive X X X

Identify prize/incentive X X X

Help advertise and encourage resident uptake X X X

Engage Tenant Councils X X X

Qualitative Feedback from residents at the end of the pilot X X X

Coordinate technical alternative to paper statements X X X

Engage residents affected by pilot/ conduct seminars X X X

Designate residents involved in pilot in Elite X X X

Engage Tenant Councils X X X

Qualitative Feedback from residents at the end of the pilot X X X
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POTENTIAL MEASURES AND INDICATORS FOR SUCCESS 
It will be important, especially with the pilot programs, to somehow determine and measure success. If a pilot turns out to fall 

short of CHA’s goals, then CHA can discontinue it. It is important for staff to have a clear sense of what success looks like for 

program and to evaluate whether they have reached stated goals. Some potential measures include: 

 

• Improved accuracy either through a reduction in resident complaints or unique cases that have to be handled directly 

• Qualitative feedback from residents via a survey or manager experience 

• Decreased number of residents paying with money order 

• Break even point on incentives and cost with savings 

• Number of families involved or enrolled 

• Lower delinquency rates 

 

Staff will need to determine the thresholds at which to base these criteria and which ones make the most sense. This report can 

serve as the baseline case for these measures. Once a pilot is complete, a similar set of statistics can be produced to compare to 

the original. 
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CONCLUSION 

This report reviews the current rent collection process at the Cambridge Housing Authority and identifies alternative rent 

payment options. The suggested recommendations are based on cost effectiveness, feasibility, and residents’ needs. Staff should 

engage residents and site managers further to determine the exact design of pilot programs and rent policy changes.  

 

While rent collection is not the largest line item in CHA’s budget, it represents the largest transaction between CHA and public 

housing residents, and rent is often the most significant expense for families. As a leader in affordable housing, CHA is in a 

position to develop new models for rent payment that use technology effectively and creatively. CHA has the opportunity to 

better serve residents by offering alternative options that maintain or lower internal costs while also incentivizing high quality 

financial services. These recommendations, in small part, will help CHA serve its mission and its residents more effectively. 
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APPENDIX A: DELINQUENCY PROCEEDINGS 
The delinquency process follows a specific structure and timeline in most cases. Certain dates may change, but the general 

process remains the same. In rare cases, the structure is unique as well.  

 

Rent is due on the first of the month and must be submitted by the fifth. After the fifth, the Fiscal Department runs an Elite 

report of those residents missing payments, including miscellaneous charges. Each site manager receives the report for accuracy 

and requests an informal conference with residents who have not paid. During the conference, households and the manager 

have the opportunity to discuss alternatives to delinquency proceedings.  

 

If the informal conference does not solve the delinquency, the manager issues a “14 day notice to quit” between the 11th and 

the 14th of the month. The notice to quit requires that CHA give residents fourteen days notice of legal action, which brings the 

timeline to the end of the month. At that point, the resident may request an internal grievance process and all court proceedings 

are placed on hold until the grievance is resolved. Residents meet with operations staff and a five-person panel: two residents, 

one commissioner, one staff member, and one neutral party associated with Cambridge. This panel hears the resident’s case and 

determines whether a reprieve should be granted. Rent grievances are typically rare since the issue of rent payment is usually 

straightforward. 

 

If the fourteen day notice expires without payment or grievance approval, then around the fifth or sixth of the second month, 

CHA charges the resident a $25 late fee. If a resident is not aware that the fee is charged or does not pay the charge, any future 

payments are applied to the oldest charges, and the resident’s ledger may show that they have not paid their rent in full.  

 

On, or close to the tenth day of the second month, the “supplemental information for legal action” form is sent from the 

property manager to the Legal Department. This document informs the Legal Department of the current status of non-payment, 

and whether partial payment has been received. Even if a resident paid the previous month’s rent, they are still responsible for 

the current month’s rent. If there is a non-zero balance, CHA continues with the court proceedings. 

 

Close to the twentieth of the second month, a constable ‘serves’ the resident a “summary process (eviction) summons and 

complaint.” The constable delivery costs $48 (plus $5 for the summary process form). A week later, the Legal Department 

completes the entry process, creating a docket number and court date, which costs $195. By the following week, the resident 

can request files and documents from CHA through the discovery process and this delays the trial for a week. Rent cases are 

typically straightforward, and the answer/discovery process is not common. At any point in this process, the resident may pay 
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arrears, and the Legal Department checks balances several times before the trial starts. If a balance is paid in full, the case can be 

dropped. 

 

The point from initial delinquency to the court date takes approximately two and half months. If the case goes to court, then the 

cost of serving and entering the case can be passed on to the resident’s account ($240).  

 

A resident may pay in full, default or not appear in court, or enter into a repayment agreement with CHA. Eviction proceedings 

only occur for residents who default in court. It is possible to cycle through several stages in the course of one delinquency 

proceeding. If a resident enters into a repayment agreement, but breaches the agreement, CHA will file a motion and the 

resident will be called back to court. Additionally, if a resident is scheduled for eviction, but enters into an agreement with CHA 

for repayment, the eviction will be canceled. Eviction costs are $595, and CHA incurs any additional moving and storage costs 

above the standard. 
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APPENDIX B: INTERVIEWS WITH PUBLIC HOUSING AGENCIES 

MOVING TO WORK AGENCIES 

San Antonio Housing Authority 

Interview Participant(s): 

Richard Milk, Sr. Planning & Policy Manager 

Ronald Scott Glover, Software Systems Manager 

Hjal Frane, Sr. Accounting Supervisor 

 

6,322 public housing units (71 properties) 

13,417 housing choice vouchers 

6,879 mixed-income units through non-profit entities and partnerships 

 

The San Antonio Housing Authority (SAHA) offers five rent payment options to public housing residents:  

• 87%  Pay at the property office 

• 5% Mail payment to a lockbox 

• 5% Bring payment to a Western Union location for electronic transfer directly to SAHA 

• 2% Pay online with an e-check payment via a web portal hosted by Collector Solutions 

• 1% Bring payment to ACE Cash Express for a money order to mail or bring to SAHA 

 

87% of residents pay their rent at their property site suggesting that this is most convenient way to pay rent, however SAHA 

prefers the lockbox method of payment because there are no fees for residents, and it centralizes and automates collection. In 

January 2013, they added a pre-paid envelope to the statement mailings in order to incentivize the lockbox method with positive 

results.  

 

To expand the array of options, SAHA negotiated lower rates at both Western Union and ACE Cash Express for residents. At 

Western Union, residents bring their rent statements, pay cash and for a $2.00 fee Western Union electronically transfers funds 

to SAHA. Western Union has counters in many local grocery stores, making this a convenient option, despite the fee. At ACE Cash 

Express, SAHA negotiated a $2.00 flat fee for residents to obtain a money order to pay rent.  
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The final option, online rent payment, allows residents with internet access or a smart phone to pay with an ACH transfer from a 

bank account. Collector Solutions created a web interface for SAHA and handles transactions and internet security. They charge 

residents a $0.90 fee per transaction. This method has virtually no delay in processing and is available 24/7, but is underutilized. 

It is unclear if this is due to lack of internet access, education or convenience.  

 

Charlotte Housing Authority 

Interview Participant(s): 

Brenda Dubbert, Lead Accounts Receivable Assistant 

 

2,500 public housing units 

4,000 rental assistance vouchers 

 

The Charlotte Housing Authority offers two rent payment options to public housing residents: 

• 75% Pay at the main Charlotte Housing Authority Office in a drop box 

• 25% Mail payment to a PO box which is processed by the main office 

 

Currently, the Charlotte Housing Authority’s accounts receivable department processes all payments in-house. Rent is either 

dropped off at the main office or sent a PO box that is picked up and delivered to the main office by a mail courier service. Most 

residents pay their rent at the office directly. Accounts receivable staff code and post checks to the ledger and then take the 

checks for deposit at the bank. They briefly used check scanners to avoid going to the bank, but the technology wasn’t sufficient 

enough to interface with their software so they discontinued the service. 

 

The housing authority is investigating some alternatives, including direct draw and a negotiated rate for money orders with 

specific companies. They also researched lock box services, but determined this option is too expensive for their needs.  

 

Through the Yardi software, residents with internet access can log into their ledger to view their balance. They are currently 

implementing this service and hope to have it running soon.  

 

While the Charlotte Housing Authority has not tried any incentives tied to rent payment, they did host a financial fair at one of 

their sites. They had staff available to show residents how to read their statements, fill out checks and ask questions about the 
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rent payment process. They also gave away a free month’s rent to ten residents as an attendance incentive. Give the turnout and 

interest, they felt that the event was a success, but have not scheduled fairs at other sites due to time and capacity constraints. 

 

Home Forward (Housing Authority of Portland) 

Interview Participant(s): 

Elise Anderson, Assistant Director of Property Management 

 

3,100 public housing units 

7,900 rental assistance vouchers 

 

Home Forward offers two rent payment options to public housing residents: 

• 80% Pay at the property office 

• 20% Pay via direct draw 

 

Most of Home Forward’s rent collection process is site based. Managers collect at each property office, which may be the lobby 

of a high-rise, or a consolidated office near a cluster of housing. These site offices are located geographically close to residents. 

The property managers collect and process the checks and then deliver them to the bank.  

 

Direct draw occurs via an automatic withdrawal from a resident’s bank account on the 5th or 6th of the month. Approximately 

20% of the eligible residents participate in the direct draw program.  

 

Home Forward prefers the decentralized rent payment system because it gives property managers, control over the process. This 

system avoids issues of residents claiming they paid, and managers having no way of knowing before a payment posts. If a 

resident bounces two checks using either payment method, they are required to pay by money order for all future payments. 

 

While Home Forward has not investigated other rent payment options, they are exploring using debit cards for utility 

reimbursement payments and electronically transferring funds. They have not relied on rent incentives, but have discussed 

rewarding on time rent payment with a discount, a raffle or other positive-based incentives.  
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Tacoma Housing Authority 

Interview Participant(s): 

Catherine Ocheltree, Senior Accountant 

 

900 public housing units 

3,500 rental assistance vouchers 

 

The Tacoma Housing Authority (THA) offers four rent payment options to public housing residents:  

• 55-58% Pay at the property office 

• 40% Mail payment to a lockbox 

• 2-5% Pay at main THA office 

• 2-5% Mail payment to main THA office 

 

THA offers both lockbox and property office payment options. The lockbox had a higher utilization rate (near 80%), but property 

managers encouraged residents to pay on site resulting in a decline in lockbox usage. The property managers prefer site 

payments even though it involves more work, such as scanning checks and posting payments. They prefer to keep track of 

residents’ accounts. While this works well for the sites, the finance department must do quality control work to ensure that 

information is posted correctly to avoid ledger issues. Residents must pay at their designated site office, making moves from one 

THA site to another sometimes difficult, (there is often confusion on transfer of payments). THA also has in-person and mail-in 

options at the main site, but these account for only a small portion of payments.  

 

THA has discussed implementing a direct draw program, but have not finalized a process. They currently do direct deposit for 

Section 8 landlords, but do not withdraw money using this method. 

 

The community services staff issues financial literacy fliers, and there is a permanent finance training center at one of the sites. 

They offer financial classes at some of their other sites as well.   

 

Atlanta Housing Authority 

Interview Participant(s): 

Tracey Scott, Vice President of Strategy & Innovation 

Ron Natson, Director, Financial Analysis 
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1,900 public housing units 

9,400 housing choice voucher 

9,500 other (mixed-income, supportive housing, project based rental assistance) 

 

The Atlanta Housing Authority (AHA) outsources the management of public housing properties to outside firms.  They recently 

completed a competitive bid process to hire three new management firms. Because these firms are new, and AHA is removed 

from the process, they were not confident of the exact rental payment options available to residents, but believed they were all 

site based with checks and money orders accepted. Each firm determines their own rent payment options based on company 

policy. AHA believed that two firms use deposit slips at site and take checks to the bank. The other uses a check scanner on site. 

 

AHA offers financial management and budgeting courses for residents. They also recently completed an eight-month campaign 

to educate residents on federal benefits moving to an electronic funds transfer (EFT) system.  

 

One unique aspect of AHA, is that their public housing units are elderly high rises and all family residents have been converted to 

Section 8 vouchers. AHA believes that 75-80% of public housing residents pay by check and the balance by money order.  

 

NON-MOVING TO WORK AGENCIES 

Boston Housing Authority 

Interview Participant(s): 

Fred Tomaino, Budget Director 

 

11,000 public housing units 

14,000 rental assistance vouchers 

 

The Boston Housing Authority (BHA) offers one rent payment option with two other case-by-case options to public housing 

residents:  

• 99% Mail payment to a lockbox 

• 0.5% Pay at the property office (special circumstances only) 

• 0.5% Pay at main BHA office (special circumstances only) 
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BHA offers lockbox services to their residents for rent payment. Some managers accept payment at the site (and mail the 

resident’s payment to the lockbox for them), but this is rare and only for special circumstances. Payment at the main office is 

through a drop box.  

 

BHA has investigated other rent payment options, but no specific solutions have been implemented. 

 

Housing Authority of the County of Los Angeles 

Interview Participant(s): 

Veronica Alvarez, Supervisor, Cash and Investment 

 

2,962 public housing units 

23,000 housing choice vouchers 

374 other affordable housing 

 

The Housing Authority of the County of Los Angeles (HACoLA) offers three rent payment options to public housing residents: 

• 73% Mail payment to a lockbox 

• 15% Pay via direct draw 

• 12% Pay online with an e-check payment via a web portal hosted by Bank of America 

 

HACoLA primarily uses lockbox services for rent payment, but several hundred residents use direct draw or online e-check to 

make their payments. While the lockbox is centralized, they prefer to move to other methods due to the expense. 

 

HACoLA did a cost-benefit analysis before implementing online payment to determine its cost-effectiveness. They estimated the 

number of residents with both a bank account and internet access. They also sent out letters of interest to residents, held 

meetings and received feedback on the idea. They determined a quantity of online payments they would need in order to break 

even on the cost and then launched the service with their bank (Bank of America) in May of 2012. Payment goes directly through 

the bank and worked with HACoLA to create the web portal and gave them competitive pricing. A resident does not have to 

commit to online rent payment (and the service is free to them), because they still receive a monthly statement. In addition, the 

portal does not store a resident’s bank information, so residents decide when to use the service.  
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HACoLA has explored outreach and incentives. They had Bank of America do sessions with residents, and offered free checkings 

and savings accounts for those that signed up for direct draw. They received some response, but the incentive was not as 

popular as they original hoped. They also held a contest at each of the property sites. Managers who converted the most 

residents to online rent payment received free training or access to seminars. 

 

HACoLA is also considering a gift card based incentive for residents who try web-based payment for a couple of months. They 

hope that residents will prefer this method and not go back to the lock box. 

 

Miami-Dade County Public Housing and Community Development 

Interview Participant(s): 

Angela De La Cruz-LeSage, Information Technology for Miami-Dade County (not public housing) 

Jorge Elosegui, Information Technology for Miami-Dade County (not public housing) 

Mritza McClaskey, Information Technology for Miami-Dade County (not public housing) 

Eartha Alexander, Revenue Accounting with Miami-Date County Public Housing 

 

9,200 public housing units 

16,000 rental assistance vouchers 

 

Miami-Dade County Public Housing and Community Development offers three rent payment options to public housing residents: 

• 60% Mail payment to a lockbox 

• 22% Pay via direct draw 

• 18% Pay online with credit card (or debit card with a logo) on county-hosted webpage 

 

Miami-Dade has the highest uptake of alternative rent payment options (non-lockbox or in-person methods) of any of the other 

housing authorities interviewed. They have high participation in both direct draw and online payment options.  

 

The county IT department hosts the online rent payment website(they offer online payment services for several county 

departments). Currently, the service is allows payment with credit card (all accepted) and debit cards or prepaid cards with a 

Visa or MasterCard logo. Residents enter a unit and client number and the web service provides the outstanding balance. A 

receipt for payment is issued electronically. The county developed the custom payment gateway and hosts it on their servers. 
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There is no convenience fee for the customer, but the housing authority absorbs the clearinghouse fees. The fee is based on the 

total rent charged on credit cards per month and typically runs around 2% of the total. The cost of fees is accounted for through 

the operating budget and spread across the sites. During 2012, the monthly average number of e-rent payments was 1,625.  

 

Approximately 2,000 residents participate in the direct draw program and rent is withdrawn on the same day each month for all 

participants. If a resident has two or more insufficient funds incidents, then he/she is removed from the program.   

 

Miami-Dade moved away from onsite payment approximately three years ago, due to concerns about managers handling funds 

and staff capacity to collect rent. They also made a concerted effort to move to modern technology.  

 

The housing authority has looked into allowing residents to pay rent at a bank branch, but they are currently negotiating with 

their bank (Wells Fargo) and potentially others for this service.  
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APPENDIX C: ADDITIONAL DATA ON REDUCING/ELIMINATING PAPER STATEMENTS 
 

These tables summarize transaction data from Elite over the period of one year (July 1, 2012- June 30, 2013). Over this period, 

over 80,000 transactions were conducted with public housing residents, including payments, charges, and adjustments. 

 

 
 

Total    Entries Unique    TaxIDs Unique    Units

Federal 74,453                      2,293                        2,103                        

State 3,186                        111 100                          

NC 3,234                        113 105                          

Total 80,873                      2,517                        2,308                        

FEDERAL

Cambridgeport Commons 486                          17                            16                            

Corcoran Park 5,711                        172                          154                          

Daniel F Burns Apts 8,857                        235                          209                          

Family Condos 373                          13                            14                            

Frank J. Manning Apartments 6,733                        225                          199                          

Jefferson Park 6,467                        222                          206                          

Leonard J. Russell Apartments 2,654                        81                            71                            

Millers River Apts 12,608                      390                          355                          

Newtowne Court 10,276                      306                          268                          

Norfolk Street 1,696                        80                            57                            

Putnam Gardens 5,066                        168                          155                          

Roosevelt Towers 4,787                        152                          142                          

Washington Elms 6,215                        191                          176                          

Woodrow Wilson Court 2,517                        86                            82                            

STATE

Jefferson Park 202 3,186                        111                          100                          

NC

Putnam School 924                          34                            31                            

Roosevelt Midrise 2,310                        79                            74                            

SUMMARY    OF    TRANSACTION    DATA    OVER    ONE    YEAR    PERIOD    (JUL    1,    2012-JUN    30,    2013)
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ALL AVAILABLE ACCOUNTS RECEIVEABLE (AR) CODES IN ELITE 

 
NOTE: This chart shows ARCodes used in Elite during the observation period (1

st
 column), and ARCodes available to staff to use but not used during the 

observation period (2
nd

 column). For example, it is unclear why New Construction property staff have access to late fee codes, but none of them were used 

during the observation period despite using the legal fee code.  

 

 

 

 

 

Federal    ARCodes    Used    during    

observation    period

Federal    ARCodes    available    

in    Elite,    but    not    used    

during    observation    period

State    ARCodes    Used    during    

observation    period

State    ARCodes    available    in    

Elite,    but    not    used    during    

observation    period

NC    ARCodes    Used    during    

observation    period

NC    ARCodes    available    in    Elite,    

but    not    used    during    observation    

period

Air Conditioning Credit Collection Losses Dwelling Rent - State Air-Conditioning Conversion Ar Balance Collection Loss - NC

Air-Conditioning Conversion Write Off Dwelling Rent Credit Collection Losses Dwelling Rent Credit Fraud Recovery Credit

Conversion Write Off Fraud Recovery Credit Dwelling Rental Fraud Recovery Credit Dwelling Rental - NC Late Fee - NC

Dwelling Rent Credit NSF Check Fee Fraud Recovery - State Late Fee Credit Fraud Recovery - NC Late Fee Credit

Dwelling Rental Overhoused Rebate Corr Late Fee Misc. Reimbursement Legal Fees - NC Legal Fee Credit

Fraud Recovery Pet Deposit Credit Legal Fee Credit NSF Check Fee Misc. Reimbursement - State NSF Check Fee - NC

Late Fee RA Utility Credit Legal Fees NSF Fee Credit Overhoused Rebate NSF Fee Credit

Late Fee Credit Write-Off Recovery Misc. Tenant Charges Pet Deposit Credit Prepayment Overhoused Rebate Corr

Legal Fee Credit Overhoused Rebate - State Pet Deposits Security Deposit - NC Pet Deposit - NC

Legal Fees Overhoused Rebate Corr Repayment Agreement Credit Security Deposit Interest - NC Pet Deposit Credit

Misc. Reimbursement Prepayment Security Deposit Interest Corr Tenant Charges - NC Rent Repayment Agreement - NC

Misc. Tenant Charges Repayment Agreement Transfer Cash In Repayment Agreement Credit

NSF Fee Credit Security Deposit - State Utility Charges Security Deposit Credit

Overhoused Rebate Security Deposit Interest Write-Off Recovery Security Deposit Interest Corr

Pet Deposits Security Deposits Transfer Cash In

Prepayment Transfer Cash Out Transfer Cash Out

Refund To Tenant Utility Charge - NC

Repayment Agreement Utility Credit

Repayment Agreement Credit Write Off Recovery - NC

Security Deposit Credit

Security Deposit Interest

Security Deposit Interest Corr

Security Deposits

Transfer Cash In

Transfer Cash Out

Transfer Rent Credit

Utility Charges

Utility Credit

ALL AVAILABLE ACCOUNTS RECEIVABLE (AR) CODES IN ELITE
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SUMMARY OF TRANSACTIONS AND CHARGES BY AMP 

 
 

  

FEDERAL

Total    

Transactions

Non-Rent    

Transactions*

Non-Rent    

Transactions    

as    %    of    Total    

by    property

Non-Rent    

Transactions    

per    100    Uniqe    

Tax    IDs** Total    Charges

Net    Total    

Charges    of    Non-

Rent    

Transactions

Net    Balance    at    end    of    

year    of    all    

Transactions

Non-Rent    

Charges    as    

%    of    Total

Cambridgeport Commons 486              0 0% 0 (77,591.00)$           -$                   -$                          0%

Corcoran Park 5,711           782 14% 455 (971,652.88)$         (18,840.00)$        6,904.84$                  2%

Daniel F Burns Apts 8,857           2449 28% 1042 (743,927.53)$         (7,798.42)$          (639.84)$                    1%

Family Condos 380              0 0% 0 (59,043.23)$           -$                   -$                          0%

Frank J. Manning Apartments 6,733           174 3% 77 (714,696.43)$         (992.90)$             2,638.81$                  0%

Jefferson Park 6,467           305 5% 137 (1,317,209.82)$      (27,888.61)$        (8,904.29)$                 2%

Leonard J. Russell Apartments 2,654           10 0% 12 (259,699.63)$         260.00$              560.00$                     0%

Millers River Apts 12,608         2528 20% 648 (1,236,947.19)$      (11,979.67)$        (1,879.33)$                 1%

Newtowne Court 10,276         1448 14% 473 (1,491,592.86)$      (32,064.80)$        (11,860.27)$               2%

Norfolk Street 1,696           16 1% 20 (163,174.23)$         (240.00)$             (1,261.00)$                 0%

Putnam Gardens 5,066           247 5% 147 (851,210.53)$         (5,505.00)$          1,670.00$                  1%

Roosevelt Towers 4,787           316 7% 208 (916,088.06)$         (11,509.25)$        (5,316.45)$                 1%

Washington Elms 6,215           606 10% 317 (1,179,322.61)$      (6,569.20)$          716.10$                     1%

Woodrow Wilson Court 2,517           63 3% 73 (346,413.58)$         (1,107.00)$          1,029.00$                  0%

SUBTOTAL 74453 8944 12% (10,328,569.58)$                (124,234.85)$                        (16,342.43)$                                                            1%

STATE

Jefferson Park 202 3,186           144 5% 130 (553,548.21)$         (20,559.90)$        306.64$                     4%

SUBTOTAL 3186 144 5% (553,548.21)$                                    (20,559.90)$                                306.64$                                                                                    4%

NEW    CONSTRUCTION

Putnam School 924              17 2% 50 (132,750.97)$         (370.00)$             (158.99)$                    0%

Roosevelt Midrise 2,310           65 3% 82 (383,099.96)$         (27,896.00)$        (27,211.54)$               7%

SUBTOTAL 3234 82 3% (515,850.93)$                                    (28,266.00)$                                (27,370.53)$                                                            5%

GRANDTOTAL 80873 9170 11% (11,397,968.72)$                (173,060.75)$                        (43,406.32)$                                                            2%

*Excluded AR Codes associated with dwelling rent, prepayment, security deposits, transfers, and utilities

**Burns, Manning, and Millers have air conditioning charges

NOTE: Transactions includes charges, adjustments and payments; charges only include charges

SUMMARY    OF    TRANSACTIONS    AND    CHARGES    BY    DEVELOPMENT
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SUMMARY OF LATE FEES BY AMP 

FEDERAL 

Unique Tax 

IDs (# of 

Households) 

Total Late Fee 

Transactions* 

Late Fee 

Charges 

Only 

Late Fee 

Charges per 

100 Unique 

Tax IDs 

Late Fee 

Charges 

Net balance 

of late fees 

Cambridgeport Commons  17  0 0 0  $-    $-   

Corcoran Park  172  230 99 58  $(2,475.00)  $(372.16) 

Daniel F Burns Apts  235  2 1 0  $(25.00)  $-   

Family Condos  13  0 0 0  $-    $-   

Frank J. Manning Apartments  225  0 0 0  $-    $-   

Jefferson Park  222  8 4 2  $(100.00)  $-   

Leonard J. Russell Apartments  81  0 0 0  $-    $-   

Millers River Apts  390  98 44 11  $(1,100.00)  $(508.05) 

Newtowne Court  306  210 89 29  $(2,225.00)  $56.68  

Norfolk Street  80  1 0 0  $-    $(75.00) 

Putnam Gardens  168  108 55 33  $(1,375.00)  $(300.00) 

Roosevelt Towers  152  127 48 32  $(1,200.00)  $230.55  

Washington Elms  191  183 73 38  $(1,875.00)  $(252.90) 

Woodrow Wilson Court  86  17 7 8  $(175.00)  $25.00  

SUBTOTAL  984 420    $(10,550.00)  $(1,195.88) 

STATE            

Jefferson Park 202 111  24 11 10  $(275.00)  $-   

SUBTOTAL  24 11    $(275.00)  $-   

NEW CONSTRUCTION**            

Putnam School  34  0 0 0  $-    $-   

Roosevelt Midrise  79  0 0 0  $-    $-   

SUBTOTAL  0 0    $-    $-   

GRANDTOTAL  1008 431    $(10,825.00)  $(1,195.88) 
*Charges, payments, adjustments and credits 

**New Construction does not have an AR code for late fees 
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SUMMARY OF LEGAL FEES BY AMP 

FEDERAL 

Unique Tax IDs 

(# of 

Households) 

Total Legal 

Fee 

Transactions* 

Legal Fee 

Charges 

Only 

Legal Fee Charges 

per 100 Unique 

Tax IDs 

Legal Fee 

Charges 

Net 

balance of 

Legal fees* 

Cambridgeport Commons  17  0 0 0  $-    $-   

Corcoran Park  172  93 34 20  $(3,875.00)  $1,042.30  

Daniel F Burns Apts  235  37 7 3  $(960.00)  $506.00  

Family Condos  13  0 0 0  $-    $-   

Frank J. Manning Apartments  225  0 0 0  $-    $-   

Jefferson Park  222  50 15 7  $(1,880.00)  $118.93  

Leonard J. Russell Apartments  81  0 0 0  $-    $-   

Millers River Apts  390  9 1 0  $(240.00)  $140.00  

Newtowne Court  306  122 35 11  $(6,285.00)  $(477.68) 

Norfolk Street  80  7 1 1  $(240.00)  $(522.00) 

Putnam Gardens  168  34 15 9  $(2,300.00)  $(50.00) 

Roosevelt Towers  152  71 22 14  $(2,160.00)  $15.00  

Washington Elms  191  28 9 5  $(1,000.00)  $(1,042.00) 

Woodrow Wilson Court  86  10 4 5  $(835.00)  $-   

SUBTOTAL  461 143    $(19,775.00)  $(269.45) 

STATE            

Jefferson Park 202 111  38 13 12  $(1,910.00)  $749.00  

SUBTOTAL  38 13    $(1,910.00)  $749.00  

NEW CONSTRUCTION            

Putnam School  34  3 1 3  $(240.00)  $(321.01) 

Roosevelt Midrise  79  2 1 1  $(240.00)  $(480.00) 

SUBTOTAL  5 2    $(480.00)  $(801.01) 

GRANDTOTAL  504 158   $(22,165.00)  $(321.46) 
*Charges, payments, adjustments and credits 
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SUMMARY OF MISCELLANEOUS FEES BY AMP 

FEDERAL 

Unique Tax 

IDs (# of 

Households) 

Total 'Misc. 

Tenant 

Charges' 

Transactions* 

'Misc. 

Tenant 

Charges' 

Charges 

Only 

'Misc. Tenant 

Charges' Charges 

per 100 Unique 

Tax IDs 

'Misc. 

Tenant 

Charges' 

Charges 

Net balance 

of 'Misc. 

Tenant 

Charges'* 

Cambridgeport Commons  17  0 0 0  $-    $-   

Corcoran Park  172  391 175 102  $(5,210.00)  $(2,450.30) 

Daniel F Burns Apts  235  74 36 15  $(1,147.41)  $(465.82) 

Family Condos  13  0 0 0  $-    $-   

Frank J. Manning Apartments  225  115 54 24  $(1,410.03)  $(752.08) 

Jefferson Park  222  47 19 9  $(1,471.78)  $(1,277.56) 

Leonard J. Russell Apartments  81  8 4 5  $(40.00)  $(40.00) 

Millers River Apts  390  172 71 18  $(1,993.67)  $(1,410.50) 

Newtowne Court  306  981 422 138  $(15,384.30)  $(6,665.62) 

Norfolk Street  80  0 0 0  $-    $-   

Putnam Gardens  168  85 41 24  $(1,030.00)  $(400.00) 

Roosevelt Towers  152  96 41 27  $(1,522.25)  $(441.00) 

Washington Elms  191  353 161 84  $(6,618.20)  $(4,802.00) 

Woodrow Wilson Court  86  26 12 14  $(445.00)  $(192.00) 

SUBTOTAL  2348 1036    $(36,272.64)  $(18,896.88) 

STATE            

Jefferson Park 202 111  34 13 12  $(690.00)  $40.34  

SUBTOTAL  34 13    $(690.00)  $40.34  

NEW CONSTRUCTION            

Putnam School  34  14 7 21  $(130.00)  $-   

Roosevelt Midrise  79  56 23 29  $(546.00)  $44.92  

SUBTOTAL  70 30    $(676.00)  $44.92  

GRANDTOTAL  2452 1079   $(37,638.64)  $(18,811.62) 
*Charges, payments, adjustments and credits 
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*Non-rent transactions exclude AR codes associated with dwelling rent, prepayment, security deposits,  transfers and utilities. 

**These AMPs have air conditioning charges which increase their per household rate.
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FEDERAL:

NUMBER    OF    CHARGES    BY    

ACCOUNTS    RECEIVABLE    

(AR)    CODE

Cam
brid

geport
    C

om
m

ons

Corc
ora

n    
Park

Danie
l    F

    B
urn

s    A
pts

Fa
m

ily
    C

ondos
Fr

ank    
J.    

M
annin

g    
Apart

m
ents

Je
ffe

rs
on    P

ark
Le

onard
    J.

    R
uss

ell    
Apart

m
ents

M
ill

ers
    R

iv
er    A

pts

N
ew

to
w

ne    
Court

N
orf

olk
    S

tr
eet

Putn
am

    G
ard

ens

Roose
velt    

Tow
ers

W
ash

in
gto

n    
Elm

s

W
oodro

w
    W

ils
on    C

ourt

Gra
nd    

Tota
l

Air Conditioning Credit 13 4 9 1 27

Air-Conditioning 2305 17 71 2227 4620

Conversion Write Off 2 4 6

Dwelling Rent Credit 12 42 80 4 52 10 22 15 276 29 131 131 123 58 985

Dwelling Rental 459 4472 5470 346 5375 5678 2007 9106 7782 1482 4287 4029 5046 2194 57733

Fraud Recovery 38 20 115 5 74 6 14 12 2 286

Late Fee 228 2 8 98 202 1 108 127 167 17 958

Late Fee Credit 2 8 16 26

Legal Fee Credit 4 5 5 2 4 20

Legal Fees 89 37 45 9 117 7 32 67 28 10 441

Misc. Reimbursement 3 7 10 4 2 44 4 6 18 4 102

Misc. Tenant Charges 391 74 115 47 8 172 981 85 96 353 26 2348

NSF Fee Credit 2 4 6

Overhoused Rebate 12 8 2 2 6 10 10 4 54

Pet Deposits 3 3

Prepayment 13 302 733 30 1006 403 480 784 547 99 261 278 337 152 5425

Refund To Tenant 9 6 2 17

Repayment Agreement 15 2 4 5 2 28

Repayment Agreement Credit 2 2

Security Deposit Credit 2 4 6 2 14

Security Deposit Interest 8 24 8 11 7 43 32 14 16 7 14 2 186

Security Deposit Interest Corr 2 2

Security Deposits 2 47 86 101 41 19 129 162 50 66 22 53 8 786

Transfer Cash In 2 5 7

Transfer Cash Out 4 4 2 1 4 15

Transfer Rent Credit 15 9 10 8 2 1 2 47

Utility Charges 49 5 52 4 32 40 182

Utility Credit 5 96 24 2 127

Grand Total 486 5711 8857 380 6733 6467 2654 12608 10276 1696 5066 4787 6215 2517 74453
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STATE:    

NUMBER    OF    CHARGES    BY    

ACCOUNTS    RECEIVABLE    

(AR)    CODE

Je
ffe

rs
on    

Park
    2

02
Gra

nd    
Tota

l

Dwelling Rent - State 443 443

Dwelling Rent Credit 15 15

Dwelling Rental 2280 2280

Fraud Recovery - State 38 38

Late Fee 24 24

Legal Fee Credit 4 4

Legal Fees 34 34

Misc. Tenant Charges 34 34

Overhoused Rebate - State 4 4

Overhoused Rebate Corr 2 2

Prepayment 257 257

Repayment Agreement 4 4

Security Deposit - State 27 27

Security Deposit Interest 10 10

Security Deposits 8 8

Transfer Cash Out 2 2

Grand Total 3186 3186

NC:    

NUMBER    OF    CHARGES    BY    

ACCOUNTS    RECEIVABLE    

(AR)    CODE

Putn
am

    S
ch

ool
Roose

velt    
M

id
ris

e
Gra

nd    
Tota

l

Conversion Ar Balance 3 3

Dwelling Rent Credit 2 11 13

Dwelling Rental - NC 775 2036 2811

Fraud Recovery - NC 1 1

Legal Fees - NC 3 2 5

Misc. Reimbursement - State 1 1

Overhoused Rebate 2 2

Prepayment 116 181 297

Security Deposit - NC 10 13 23

Security Deposit Interest - NC 4 4 8

Tenant Charges - NC 14 56 70

Grand Total 924 2310 3234
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APPENDIX D: DETAIL ON INCENTIVIZING DIRECT DRAW 

TOTAL    RENT    COSTS    (Monthly):    Opt    1-    Increase    Direct    Draw    by    200    Households

Activity  Total Cost 

Direct Draw 

Allocation

Direct Draw 

Only

Lockbox 

Allocation

Lockbox 

Only Notes

MATERIALS:    PRINTING/STATEMENTS

Paper for statements 25.05$      32% 8.02$        68% 17.03$      5,000 sheets per box ($54.95), (2,279 statements)

Inner envelope (no postage) 177.79$    32% 56.89$      68% 120.90$     $0.078 per envelope

Outer envelope 200.58$    32% 64.19$      68% 136.40$     $0.088 per envelope

Mail pickup 476.38$    32% 152.44$     68% 323.94$     Flat rate + unit cost (prorated $0.209 per unit)

Postage on outer envelope 986.95$    32% 315.82$     68% 671.13$     $0.433 per envelope mailed

Permit Account for prepaid postage 33.33$      32% 10.67$      68% 22.67$      $400 per year with the post office

Additional statements for late 

payments 2.64$        0% -$          100% 2.64$        

Distributed by property manager; $30 a box for 

paper; 1.5 by average delinquency rate Apr-12:Apr-

13 (TAR report: 220)

Additional innter envelopes for late 

payments 25.74$      0% -$          100% 25.74$      Same as above

Subtotal 1,928.46$ 608.03$     1,320.44$ 

MATERIALS:    OTHER

BoA lockbox and check processing 970.00$    0% -$          100% 970.00$     Average cost from Apr-Jun '13 (data from BOA) 

BoA costs for direct draw 108.00$    100% 108.00$     0% -$          

Average cost from Apr-Jun '13 (data from BOA) & 3 

ACH file transfers attribute to direct draw + 5 cents 

for each additional draw

Bounced Check/Direct Draw Fees 44.00$      14.00$      30.00$      ~4 @ $3.5 direct draw,  ~6 @ $5.00 lockbox

Subtotal 1,122.00$ 122.00$     1,000.00$ 

LABOR

Print statements 224.00$    32% 71.68$      68% 152.32$     $56/hour (benefits and salary) for 4 hrs/month

Direct handling of checks 630.00$    0% -$          100% 630.00$     

$56/hour (benefits and salary) to handle avg 180 

checks/month at 5 minutes/check.Changed to 135 

(75% of previous)

Making changes to direct draw 588.00$    100% 588.00$     0% -$          

$56/hour (benefits and salary) for 8.5 hours avg;

$112/hour for review/approval for 1 hour avg

Software changes to direct draw 19.77$      100% 19.77$      0% -$          Based on thirty minutes of IT's time per month

Subtotal 1,461.77$ 679.45$     782.32$     

Grand    Total 4,512.23$    1,409.48$    3,102.76$    

Cost    per    Unit 1.98$                                1.93$                                2.00$                                
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TOTAL    RENT    COSTS    (Monthly):    Opt    2-    Increase    Direct    Draw    by    200    households    +    No    statements

Activity  Total Cost 

Direct Draw 

Allocation

Direct 

Draw Only

Lockbox 

Allocation

Lockbox 

Only Notes

MATERIALS:    PRINTING/STATEMENTS

Paper for statements 17.03$        0% -$        100% 17.03$      

5,000 sheets per box, $54.95 per box (1.555 

statements, 68%)

Inner envelope (no postage) 120.90$      0% -$        100% 120.90$    $0.078 per envelope

Outer envelope 136.40$      0% -$        100% 136.40$    $0.088 per envelope

Mail pickup 323.94$      0% -$        100% 323.94$    Flat rate + unit cost (prorated $0.209 per unit)

Postage on outer envelope 671.13$      0% -$        100% 671.13$    $0.433 per envelope mailed

Permit Account for prepaid postage 33.33$        0% -$        100% 33.33$      $400 per year with the post office

Additional statements for late 

payments 2.64$          0% -$        100% 2.64$        

Distributed by property manager; $30 a box for 

paper; 1.5 by average delinquency rate Apr-12:Apr-

13 (TAR report: 220)

Additional innter envelopes for late 

payments 25.74$        0% -$        100% 25.74$      Same as above

Subtotal 1,331.10$    -$        1,331.10$ 

MATERIALS:    OTHER

BoA lockbox and check processing 970.00$      0% -$        100% 970.00$    Average cost from Apr-Jun '13 (data from BOA) 

BoA costs for direct draw 108.00$      100% 108.00$   0% -$         

Average cost from Apr-Jun '13 (data from BOA) & 3 

ACH file transfers attribute to direct draw + 5 cents 

for each additional draw

Bounced Check/Direct Draw Fees 42.50$        17.50$     25.00$      ~5  @ $3.5 direct draw, ~5  @ $5.00 lockbox

Subtotal 1,120.50$    125.50$   995.00$    

LABOR

Print statements 168.00$      0% -$        100% 168.00$    $56/hour (benefits and salary) for 3  hrs/month

Direct handling of checks 630.00$      0% -$        100% 630.00$    

$56/hour (benefits and salary) to handle avg 180 

checks/month at 5 minutes/check. Changed to 135 

(75% of previous)

Making changes to direct draw 588.00$      100% 588.00$   0% -$         

$56/hour (benefits and salary) for 8.5 hours avg;

$112/hour for review/approval for 1 hour avg

Software changes to direct draw 19.77$        100% 19.77$     0% -$         Based on thirty minutes of IT's time per month

Subtotal 1,405.77$    607.77$   798.00$    

Grand    Total 3,857.37$            733.27$        3,124.10$    

Cost    per    Unit 1.69$                                        1.01$                        2.02$                                
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APPENDIX E: RENT PAYMENT OPTIONS PRICING 
 

RENT PAYMENT OPTIONS: KIOSKS 

Company 

Payment Options 
Hardware 

Costs (per 

kiosk) 

Software 

Ongoing Fees 

Cash 

E-Check/ 

ACH 

Transfer 

Credit/ 

Debit 

Card 

Costs 
In-house or 

separate vendor? 

Reliance 

Business 

Solutions 

  X X 

$2,500-$3,500 No quote In-house $50 annual fees plus 

transaction fees for credit 

card payments 

Olea Kiosks 

Inc. 
X 

If software 

enabled 
X 

$5,100* No quote Separate Vendor Warranty Options range 

from $500-$1,500 

Zivelo X 
If software 

enabled 
X 

$5,500-$7,000 $8,000-$20,000 Separate Vendor No quote 

Rugged Zoo   
If software 

enabled 
  

$3,800-$5,800 No quote Separate Vendor No quote 

*Cost per kiosk reduces with quantity ordered 
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Phone:

Voice/

Auto

Phone:

Text

Online

:    Check

Online

:    

Credit/    

Debit

Site    

Scan
Cash Amount Who    Pays? Amount Who    Pays?

Collector    Solutions X X $0.90 Either $0 N/A $0

eRent    Payment X X
$3 for monthly, one-time, biweekly

$2 for weekly recurring payments

Either or Split

Either or Split

$0 N/A $0 2-3 business 

days

PayLease

(Resident    pays)
X X X X

$2.95 e-check

3.5% if offer all credit/debit cards

3% exclude Amex

$9.95 phone payments

Resident

Resident

Resident

Either

$49.95 CHA $249.95 ~2-3 business 

days

PayLease

(Bulk    rate,    CHA    pays)
X X X X

$0.40 per unit- unlimited e-check

3% if offer all credit/debit cards

2.5% exclude Amex

$9.95 phone payments

CHA

CHA

CHA

Either

$0 

(if unlimited 

ACH)

CHA $249.95 ~2-3 business 

days

PayYourRent

(Per    payment    option)
X X X

$3 e-check

$2.50 e-check

Credit Transaction Fee 2.75%

Return Fee $9.95

If Resident Pays

If CHA Pays

Either

Either

$0

$8.95 Total

ACH Only

ACH/Credit

$0 or 

custom 

website- 

$100

~1 business 

day

PayYourRent

(Bulk    option)
X X X

$0.75 per unit- unlimted e-check

Credit Transaction Fee 2.75%

Return Fee $9.95

CHA

Either

Either

$0

$8.95 Total

N/A

CHA

$0 or 

custom 

website- 

$100

~1 business 

day

Property    Solutions X X X

$1.95 e-check

$1.00 e-check

2.95% plus $3.50: credit/debit

2.49% plus $0.48: credit/debit

$3.99 MoneyGram Cash Payments

If Resident Pays

If CHA Pays

If Resident Pays

If CHA Pays

Resident

$0.85 per 

transfer per 

account

$0.20 per unit

CHA $85 per 

property

-

Rent    Merchant X X
$2 per unit credit and check

$1 E-check only

CHA

CHA

$0 N/A $0 -

Rent    Payment X X X X X X

2.5%- Phone or Text Credit or Debit

2.79% + $0.25  in Person Credit or Debit

$0 for E-Check

<$3.50 for Cash at MoneyGram

Resident

Resident

N/A

Resident

$1800 Total CHA $995 Total 24 hours- 2 

days 

depending on 

payment type

William    Paid X X X

$0- E-check

2.95% of payment- credit/debit

$10- Cash

2.95% of payment- combo excl. cash

N/A

Resident

Resident

Resident

$0 N/A $0

Custom 

website  

costs more

~3 business 

days

RENT    PAYMENT    OPTIONS:    THIRD    PARTY    VENDOR    FOR    ONLINE    AND    OTHER    PAYMENTS

Processing    

Time
Company

Payment    Options Transaction    Fees Fixed    Monthly    Costs

Start-up    

Costs
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APPENDIX F: DIRECT DRAW BY AMP 
 

DIRECT DRAW PARTICIPATION BY AMP 
 

 

*These AMPs share a greater percentage of direct draws relative to their size compared with other AMPs. 

FEDERAL AMP Type

349 Cambridgeport Commons Family

302 Corcoran Park Family

307 Daniel F Burns Apts* Elderly/Disabled

353/354 Family Condos Elderly/Disabled

350 Frank J. Manning Apartments* Elderly/Disabled

312/314/ 

321/324/326 Jefferson Park Family

348/351 Leonard J. Russell Apartments* Elderly/Disabled

310/306 Millers River Apts* Elderly/Disabled

305 Newtowne Court Family

345/352 Norfolk Street Both

303/319 Putnam Gardens Family

335/342 Roosevelt Towers Family

301 Washington Elms Family

316/356 Woodrow Wilson Court Family

Subtotal

STATE

Subtotal Jefferson Park Family

Subtotal

NC

207 Roosevelt Midrise Family

631 Putnam School Elderly/Disabled

Subtotal

GRAND    TOTAL

Average

    (Apr-Jun    

2013)

%    of    Total    

Direct    

Draws

Households    

Served

%    of    Total    

Units

%    of    

Households    

on    Direct    

Draw    for    that    

AMP Average

% of Total 

on Direct 

Draw Total Units

% of Total 

Units

1 0% 16 1% 6% Family 170 33% 1344 60%

22 4% 153 7% 14% Elderly/Disabled 343 66% 839 38%

81 16% 194 9% 42% Both 9 2% 54 2%

2 0% 5 0% 40% Total 522 2237

98 19% 189 8% 52%

20 4% 220 10% 9%

32 6% 71 3% 45%

126 24% 352 16% 36%

40 8% 264 12% 15%

9 2% 54 2% 17%

23 4% 151 7% 15%

11 2% 129 6% 8%

18 3% 173 8% 10%

9 2% 66 3% 14%

492 2037

10 2% 100 4% 10%

10 100

16 3% 72 3% 22%

4 1% 28 1% 14%

20 100

522 2237


