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HCV Landlord Participation Webinar Series
Webinar 1: Background and Introduction: Challenges Landlords Experience

Webinar 2: Education and Outreach Strategies

Webinar 3: Technology Strategies

Webinar 4: Inspections and Matching Local Rental Markets

Webinar 5: Partnerships and Monetary Incentives and Reimbursements Strategies

Webinar 6: Landlord-Focused Customer Service Strategies



Today’s Webinar
WHAT TO EXPECT:

• Overview of Housing Choice Voucher (HCV) Landlord Strategies Guidebook for Public Housing Agencies 
(PHAs)

• Landlord-Focused Customer Service

• PHA Panel Discussion

• Conclusion/Q&A

QUESTIONS:

If you have any questions throughout the presentation, please submit them through the webinar chat 
function.



Housing Choice Voucher 
Landlord Strategies Guidebook 
for Public Housing Agencies

OVERVIEW



Guidebook: Purpose
To support PHAs in improving landlord participation in the HCV Program by: 

• Increasing Recruitment

• Increasing Retention

• Improving Responsiveness

• Improving Tenant-Landlord Relationship

• Improving Inspections Process

• Making Bureaucratic Processes Easier for Landlords



Guidebook: How to Use
• Participants are encouraged to read the entire chapter as many of the strategies are 

related and contain information that is transferrable.

• All strategy chapters have been published.  

• Forthcoming items: Introduction, Choosing the Right Strategies, Entry Points, and 
Conclusion.

• All chapters will be updated to include cross-references and PHA names.



Guidebook: Where to Find
• HUD HCV Landlord Resources:

https://www.hud.gov/program_offices/public_indian_housing/programs/hcv/landlord



Landlord-Focused 
Customer Service
PHAs are familiar with recognizing voucher 
families as customers, and perhaps less oriented 
towards providing intentional customer service to 
landlords.

Strategies include:
• Landlord Customer Service Responsiveness
• Landlord Point of Contact
• Call Center



What is Customer Service?
• Definition: The assistance or advice provided by an organization to people who use its 

products or services.

• HOW customer service is delivered is just as important as WHAT is provided.

• Effective customer service can enhance any strategy that a PHA undertakes to improve 
landlord satisfaction.



• This strategy offers ways that PHAs can implement a culture of providing quality 
customer service. It also includes examples of changes that PHAs can undertake to reflect 
this mindset.



Implementation
Internal customer service practices:

• Review current practices.

• Consider experience of staff throughout PHA who interact with landlords.



Implementation
Principles of responsive customer service:

• Communicate with professionalism.

• Create a welcoming environment.

• Practice active listening.

• Provide realistic timeframes.

• Learn de-escalation skills.

• Know your HCV program well!



Implementation
Review written communication. 

• Are forms accessible? Do notifications provide the “why”? 

Set reasonable expectations.

• What can landlords expect and when? Be realistic.

Accept unit listings.

• Make it easy for landlords to list or find where to list. If the PHA lists units, keep list 
current.



This strategy examines the role that a landlord point of contact plays in providing customer 
service. It outlines: 
• Typical responsibilities
• Job qualifications
• Funding sources



Typical Responsibilities
• Responding to inquiries (phone, email, walk-in).

• Conducting outreach (events, one-on-one, accessing data).

• Recruitment (“making the pitch,” cold calls).

• Mediation (with other PHA offices, between landlord and voucher families).

• Inspection support.



Job Qualifications
• Customer service skills

• Public speaking

• HCV experience**

• Real estate or social services background**

**PHAs differed in the emphasis they placed on these skillsets.



• There are multiple ways to fund a landlord point of contact position.  

• PHAs should think creatively about different funds that might be available.

• Multiple sources of funding can be used.

Funding Sources

Funding Source Examples:

• Administrative Fees
• Continuum of Care Organizations
• Emergency Solutions Grants
• Local or State Dollars (ex. housing trust fund)
• Philanthropic Grants
• United Way



Alternatives
• A dedicated position might 

not be a good fit for all PHAs.

• PHAs should look for other 
ways to establish a connection 
and relationship with 
landlords.

• Example: Establish a landlord-
dedicated day of the week.



This strategy discusses how and when a PHA might choose to implement a call center. 

It outlines:
• Set-up
• Staffing  
• Costs



Call Center Overview
• Organizes and answers a large volume of incoming calls.

• Interactive voice response (IVR) routes calls to call center staff and/or a selection of 
standardized topics and prompts.

• IVR might be available 24 hours, allowing landlords to access standard information at any 
time, similar to an online portal.

• Can also allow other HCV program staff to carry out their responsibilities with fewer 
interruptions.

• Training for call center staff is critical to ensuring good customer service.

• May still need for staff to respond to complex issues and walk-ins.

• May represent a solution for larger PHAs with an overwhelming call volume.



Implementation Considerations
• Scope: Will the call center serve the entire PHA or just the HCV Program?

• Information needed: Current volume of calls, topics, number of calls requiring a 
secondary referral.

• Set-up and software: PHA will need to select a software provider and customize the IVR 
menu. Call centers should aim to reduce the number of steps/time it currently takes for a 
landlord to reach a knowledgeable staff member.  

• Roll-out: PHA will need to invest time in acclimating landlords to the new call center.



Implementation Considerations (cont.)
• Staffing: Call center staff require an understanding on how to handle/answer common 

HCV situations. This might require a departmental shift to move existing staff into call 
center positions or training of new staff.

• Costs: Call center costs are typically high and include start-up, set-up, training, and on-
going costs.



Call Center Alternatives
PHAs that do not have the call volume to make a call center an effective option, may still 
face challenges answering/returning calls in a timely manner. 

Alternate strategies might include:

• Dedicating or rotating staff trained in landlord-focused issues on telephone duty.

• Creating a dedicated landlord day.

• Using call routing or call trees to create efficiencies for customers calling in to a main 
number.



Housing Authority of 
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Managing Director

Carlos VanNatter
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Corina Serrano
HCV Programs Manager

Gail Quinlan
Director of Program Operations



Questions or Comments?
Submit using the chat feature.

Email an additional questions to hcv@firstpic.org



Other HUD Efforts for HCV Landlords
• Symposiums

• Newsletter

• HUD’s landlord mailing list:
- Sign up now, regular updates coming soon
- landlordtaskforce@hud.gov



Conclusion
• Join us this winter for the final Guidebook webinar.

• HUD HCV Landlord Resources:  
https://www.hud.gov/program_offices/public_indian_housing/programs/hcv/landlord

• Housing Choice Voucher Landlord Strategies Guidebook for Public Housing Agencies


