

7/17/2025

Homeland, Inc. Policies & Procedures

Welcome to Homeland, Inc.! We are excited to have you as part of our team. As we continue to grow, our success is built upon the dedication and professionalism of team members like you. Our goal is to protect and preserve the value of each property we manage while promoting continued growth and long-term profitability for both the property and its investors. We approach every aspect of management with a focus on quality, efficiency, and accountability to ensure each community operates at its highest potential.
Our History
Homeland, Inc. was founded in 1984 by Garry Watkins and Dennis Buckles with a clear mission: to provide professional property management services to the rental housing industry. What began with the management of just 58 apartment units has grown steadily over the decades. Today, Homeland proudly manages almost 7,000 units across four states with continual growth every year. 
Our growth is a testament to our unwavering commitment to quality, service, and integrity. From the beginning, our guiding principle has remained the same:
"Striving for Excellence in Affordable Housing."
This Policy and Procedures Manual is designed specifically for the site manager staff. It outlines the expectations, responsibilities, and procedures that support your vital role in day-to-day operations. As a site manager, you play a key part in maintaining our communities and ensuring our residents receive the high level of service that defines Homeland, Inc.
Inside this manual, you will find clear guidance on company policies, communication protocols, operational procedures, and more. It is intended to be a practical resource to help you succeed in your position and contribute to our shared goals.
If at any point you are unsure about a policy, procedure, or expectation, it is always best to consult with your direct supervisor for guidance. Open communication helps ensure consistency, clarity, and success in your role. 
Site Manager Directory.xls Attached is a link to company directory. 

Property Types
Homeland, Inc. manages a diverse portfolio of housing programs, each with its own set of requirements, regulations, and procedures. Understanding the type of program your property falls under is essential to ensuring compliance and providing the highest level of service to our residents.
The property types we manage include the following:
Conventional Apartments – Market-rate units with standard leasing procedures.
Low-Income Housing Tax Credit (LIHTC) – Properties governed by Section 42 of the IRS code, requiring strict income and rent compliance.
USDA Rural Development (RD) – Affordable housing in rural areas, with rent and occupancy governed by USDA regulations.
HUD Section 8 – Federally subsidized housing with income-based rent and compliance with HUD standards.
Rehabilitation Centers – Supportive housing with program-specific requirements for residents in recovery.
Scholar Houses – Specialized housing designed to support students and their families, often in partnership with educational institutions.
Many of our properties are a combination of several program types (a.k.a. blended property), which may require following multiple sets of rules and reporting standards.
It is crucial that you know and understand the specific type(s) of program(s) your property operates under. This knowledge will guide your daily responsibilities and ensure you are managing in full compliance with all applicable guidelines.
If you are ever uncertain about your property’s program type or related requirements, please reach out to your direct supervisor for clarification.
“Link to each property we manage and type of property”




Site Manager Key Responsibilities

As a site manager with Homeland, Inc., you serve as the front line of property operations and play a critical role in the success of your community. Your position involves a wide range of responsibilities that support both the residents and the overall performance of the property.
While specific duties may vary depending on the program type, every site manager is expected to do the following:
1. Maintain an occupancy rate of 97% or higher, ensuring vacant units are quickly leased. 

2. Promote tenant satisfaction and retention by upholding lease agreements, addressing resident needs, and fostering a respectful community environment.

3. Collect and deposit rents in a timely manner, following company procedures. 

4. Submit invoices to the main office promptly to ensure timely payments to vendors and contractors. 

5. Submit maintenance requests and oversee maintenance work to ensure quality and timely completion.
6. Manage resident recertifications and documentation to maintain full compliance with program regulations and reporting standards.

7. Walk the entirity of the exterior of the property making note of any cleanliness issues or physical damage. Maintain the curb appeal of the property by keeping the grounds sharp and clean. 

8. Perform unit inspections to ensure the interior of each building is being well-maintained and all components are working properly.




Waiting List

All Homeland, Inc. properties are required to maintain a waiting list for prospective residents. The specific type of waiting list used will depend on the housing program(s) the property falls under—such as Tax Credit, RD, HUD Section 8, or Conventional. Site managers are responsible for understanding and applying the correct waiting list procedures based on their property's program requirements.
Pre-Application and Placement on the Waiting List
A prospective resident must complete and sign a pre-application, as well as, a Verification Authorization (HL-48) before being placed on any waiting list. Both of these are found on SharePoint. Once the signed pre-application is received, the applicant’s name is added to the bottom of the appropriate waiting list, even if no one else is currently on the list or even if an apartment is expected to become available immediately. This step ensures compliance with fair housing and program guidelines.
Separate Lists by Property and Bedroom Size
A separate waiting list must be maintained for each property and each bedroom size. For example, if you manage two properties, and each offers 1- and 2-bedroom units, you are required to keep four separate waiting lists—one for each property/bedroom combination. This helps ensure accurate tracking, fair processing, and program compliance. Once an applicant moves in, they are removed from all waiting lists of that property.
Accuracy and Completeness
All waiting lists must be neatly, fully, and accurately completed. Every field must be completed with correct information. Incomplete, illegible, or inaccurate entries may lead to compliance issues and delays in housing placement. 
It is common practice to color-code names on the waiting list to visually track the status of each applicant who is no longer on the waiting list. For example:
Green – Applicant has moved in
Yellow – Applicant has withdrawn
Red – Applicant has been rejected
If you choose to use color coding, be sure to include a clear key or legend on the waiting list that explains what each color represents. This ensures consistency and helps anyone reviewing the list understand the status of each applicant at a glance. Waiting lists are often audited by syndicators, state agencies, and federal agencies for accuracy.
Waiting List Update Process
To ensure our waiting lists remain accurate and up to date, Homeland, Inc. requires a waiting list update to be completed every 3 months.
During the update, you must contact each applicant on the list to confirm whether they are still interested in an apartment. If the applicant does not answer the phone, leave a voicemail stating that they have 10 days to return the call and confirm their continued interest; and then you must send a Waiting List Update Letter to the address listed on their pre-application. This letter also informs them that they have 10 days to respond, or they may be removed from the waiting list.
Attach a copy of the Waiting List Update Letter to their original pre-application for recordkeeping.
If the applicant responds and confirms they are still interested, make note on the coversheet stating the date of the call and confirmation of continued interest, and they remain on the waiting list.
If the applicant states they are no longer interested or fails to respond within 10 days, you must send an Application Withdrawl Letter to the address listed on the pre-application, officially notifying them that they are being removed from the waiting list.
The following documents should then be kept together:
1. The original pre-application
2. The Waiting List Update Letter
3. The Application Withdrawl Letter (if applicable)
These documents are to be moved into a separate file labeled “Withdrawn Applications”;  the applicant should be clearly marked as “Withdrawn” on the official waiting list.
This process helps us ensure fairness, accuracy, and compliance across all program types and properties.
Maintain the withdrawal letter for three years in the Withdrawn from waiting list folder.

Processing Move-Ins and Filling Vacancies

When you are aware that an apartment will soon be available, do not wait until it is rent-ready to begin qualifying a new tenant. It is essential to start the process as early as possible to avoid delays in occupancy and ensure compliance with program guidelines.
In order to make the move in process most efficient, remember the following:
1. RD paperwork is valid for 90 days.
2. HUD and Tax Credit paperwork is valid for 120 days.
3. Market/Conventional paperwork is valid for 120 days.
Step-by-Step Process
1. Contact the top applicant on the waiting list to inform them of the upcoming vacancy.
a. If they do not answer, treat it as a waiting list update—leave a message and give them 10 days to respond
2. After 24 hours without a response, you may move on to the next person on the list; but clearly inform them that they are second in line and that you must honor the response period for the first applicant.
3. Continue down the list as needed until you have an active, qualified applicant ready to proceed with the leasing process. 
a. Please remember that each person has 10 days to respond before being withdrawn at which time you officially are able to move to the next applicant.  
b. This is why regularly updating your waiting list and maintaining good communication with applicants is so critical.
NOTE: If an applicant indicates they are no longer interested or state they aren’t interested in this vacant unit, they must be formally withdrawn from the waiting list via the Waiting List Withdrawl Letter. Should they wish to reapply in the future, they will be required to complete a new pre-application in person and be added to the bottom of the list at that time.
4. Once you have a qualified applicant, you will email the verification authorization (HL 48) which was completed with the pre-application to services@veriscreen.net to conduct a background check and then complete the full move in application.
5. Veriscreen will send the background results back to you via email within 24 to 48 hours. If the applicant receives a C, the background check has been cleared and you may continue the application phase of the move in process. If they receive a D, the applicant is denied (cannot proceed with move in process, a.k.a. rejected and you must send a Rejection Letter).
Rent Café Move In Instructions: Rent Cafe Move in Process.docx
Verification of Income, Assets, and Other Qualifying Documents
Accurate and compliant eligibility determinations are a cornerstone of affordable housing programs. To ensure fairness and integrity in the application and recertification process, income, assets, and other qualifying information must be obtained through these methods:
1. Data base such as UIV or EIV (for HUD)
2. Award Letters, Bank Statement, Paystubs, etc
3. Third party verification using forms within the Rent Café system.
4. Self-certification
The Compliance Department will guide you as to what type of verifications are needed based upon the full application you complete in Rent Café. You can ask the applicant to bring any common items (social security or similar type income source award letters, most current month’s bank account statement (Internet banking also), two most recent paystubs.
If third party verification via completion of Homeland, Inc. forms is needed, it is the responsibility of the site manager to initiate and handle all these third-party verifications, and they must be sent and received through secure and traceable methods such as:
1. Email (from the manager’s office email account)
2. Mail (sent and returned to the property address)
3. Fax (sent and received by the site office)
Verifications must never be handed to the applicant to deliver or return, as this can compromise the authenticity and accuracy of the documentation.
Apartment Holding Policy
Once a resident has been approved by the Compliance Department for move-in, Homeland, Inc. will hold the apartment for up to 2 weeks to allow time for the applicant to prepare for their move. If the applicant is unable to move in within that 2-week period, the unit will be offered to the next eligible applicant on the waiting list.
This policy helps ensure that available units are filled in a timely manner and housing opportunities are not unnecessarily delayed for other qualified applicants.

Lease Signing
Once the applicant is approved by compliance for move in, you will notify your Compliance Reviewer of the preferred move in date. Compliance will generate your property’s move in lease packet in order for you to print it the day of move in for the applicant to sign, date, and complete any required information. Once the new tenant has signed the lease, they must go to the electric and water company (if applicable) and turn the utilities on in their name. Tenant then returns with proof of this. Upon completion of these items, you will then be able to give the keys to the now new tenant for them to move into their unit. Homeland.docx Security Deposit Collection.docx
(PAID BEFORE GETTING KEYS) 
Move-In Walkthroughs
Prior to tenant move in day, ensure the unit is clean and move in ready. It is essential for the site manager to conduct a thorough move-in walkthrough with each new resident prior to handing over the keys. During this walkthrough, you and the resident should carefully inspect the apartment together and document the condition of each item and area listed on the Move In/Move Out Inspection Form—including floors, walls, appliances, fixtures, windows, and any existing wear or damage. Only the site or regional manager is to conduct the move in walkthrough.
Once the walkthrough is complete, both the site manager and the resident must sign and date the move-in inspection form, confirming that the documented condition is accurate and agreed upon at the time of move-in. 
For HUD properties ONLY, at move in if any minor maintenance items listed on the Move In/Move Out Inspection which can reasonably be repaired such as leaky faucet, loose toilet, broken blinds, these must be repaired within 30 days from move in. The repair must be notated on the Move In/Move Out Inspection form. 
This documentation becomes a critical reference at move-out, helping determine what, if any, damages occurred during the resident’s tenancy. It provides a clear and fair basis for any potential charges and protects both the property and the resident by setting expectations from the start.

Tenant Recertification Policy
To maintain program compliance and ensure continued eligibility for residents in affordable housing programs, all required recertifications must be completed accurately and on time. Failure to comply with recertification timelines can result in substantial financial penalties and non-compliance findings for the property. 

The following are types of recertifications:
1. Full Annual Recertification a.k.a. an AR - (HUD and RD)
a. Required for HOME or NHTF unit resident every 6th year.
2. Self-Annual Recertification a.k.a. a Waiver (Tax Credit)
3. Interim Recertification (HUD)

Rent Café Instructions on IR’s and Recertifications: Rent Cafe Recert Process.docx

Recertification Timeframes
Recertification timelines vary based on the housing program:

1. HUD & Tax Credit Properties: Recertifications can begin 120 days prior to the due date.
2. RD (Rural Development) Properties: Recertifications can begin 90 days prior to the due date.

Notification Schedule 
For HUD and Tax Credit properties, the following notice schedule must be followed:
120-Day Notice: Sent 120 days prior to recertification due date

90-Day Notice (this is the date a RD property can send their first letter): Sent 90 days prior

60-Day Notice: Sent 60 days prior

30-Day Notice: The site manager must compose this notice and post it to the tenant’s door (take a picture of the letter posted on the door). 

These notices help ensure residents are aware of their upcoming recertification and give ample time to gather documentation and complete the process.


Monthly Recertification Lists
A recertification list is emailed to each property around or before the first of each month. It is the site manager’s responsibility to do the following:  

1. Review the list and identify residents with upcoming recertification deadlines.

2. Begin the process according to the appropriate timeline (HUD/Tax Credit – 120 days, RD – 90 days).

3. Track progress to ensure timely completion

Due Dates and Compliance
Recertifications are always due on the first day of the month they are assigned. Staying on schedule is critical. Incomplete or overdue recertifications place the property at risk of the following:
1. Non-compliance
2. Loss of program funding or tax credits
3. Hefty fines and audit findings

Resident Responsibility and Enforcement
The following actions will occur if a resident fails to recertify:
1. Their rent will be adjusted to market rent.
2. They will be placed under eviction as outlined in the 30-day Recertification Notice (For RD and Tax Credit only / this excludes HUD).
TRANSFER POLICY
We transfer tenants for the following reasons:
1. VAWA (always has priority)
2. Medical Disability / Reasonable Accommodation
3. Overcrowded (according to the TSP).
4. A finding found in a HUD/RD inspection which requires transfer.
Properties are required to maintain a transfer request waiting list based upon any of the above listed reasons.

When an applicable unit becomes vacant which the next tenant on the transfer waiting list is desiring transfer, notify your compliance reviewer to begin the transfer process.


Move-Out Notice and Security Deposit Eligibility

To be eligible for the return of their security deposit, residents are required to provide a written 30-day notice of their intent to vacate the apartment. This is a common practice across the property management industry and is essential for proper planning and processing. The 30-day notice must include the following:

1. Be in writing (verbal notices are not accepted)
2. Include the intended move-out date
3. Be signed and dated by the resident

Failure to provide this 30-day written notice may result in a reduction or forfeiture of the resident’s security deposit, as outlined in the lease agreement.

Move-Out Inspections and Final Walkthroughs

Move Out Process eff march 2025.docx

It is important for the Site Manager and the resident to complete a walkthrough together at move-out. This walkthrough should reference the original move-in inspection form which is found in the resident’s file. As you inspect the apartment, notify the resident of any damages or issues being documented, and once the inspection is complete, the resident must sign the move-out inspection form to confirm the final condition of the unit. As with the move-in inspection, the move-out inspection is the site manager's responsibility to perform.

In cases where the resident does not provide notice or cannot be located, the manager must conduct the move-out inspection without the resident present and document the condition thoroughly.

If the resident has passed away, contact your regional manager because each county treats scenarios differently.





Resident File Organization Policy
Keeping resident files neat, complete, and well-organized is essential to effective property management. Accurate and orderly files ensure that key documents—such as applications, leases, income/assets verifications, inspection reports, and correspondence—are readily accessible when needed. This is especially important for compliance with housing program requirements, responding to audits, and resolving resident concerns.
Every document must be filed in the correct section, in chronological order, and without loose or missing pages. Keeping resident files up to date not only reflects professionalism but also protects the property and supports fair, consistent management practices.

Homeland Tax Credit File Order.docx
Resident File Retention Policy
Move-Out File Storage Policy
All move-out files (tenant files for residents who have vacated the property) must be kept indefinitely for reference and documentation purposes. These records are essential for compliance, legal protection, and historical reference.

Each file must be preserved in its entirety.

To ensure proper long-term storage:
1. Place all move-out files in plastic totes clearly labeled with the year of move-out.
2. Store boxes in a dry, secure area that protects from moisture, pests, and other environmental damage.
3. Maintain an organized system so that files can be easily located if needed.

Rent Collection Policy

At Homeland, Inc., consistent and accurate rent collection is essential to the successful operation of our properties. The following policy outlines the proper procedures and expectations for collecting rent across all property types.

Rent Due Date and Late Fees
Rent is due on the 1st of each month for all residents.

Late fees vary by property type as follows:

1. Tax Credit (applied on the 7th of the month): $30 flat fee
2. RD (applied on the 11th of the month): $10 flat fee
3. HUD Section 8 (apply on the 6th): On the 6th, charge a $5 late fee then $1 per day up to $30 max (remember: $1 less than the calendar day of the month, for example, tenant pays on June 15th, they owe late fee of $14).
4. HUD 202: No late fee
5. Conventional/Market Rate(applied on the 7th): $30 flat fee

No Partial Payments
Homeland, Inc. does not accept partial rent payments meaning the full amount of rent owed must be paid at once. For example, if a resident owes February rent and a late fee and attempts to pay only March rent, this is considered a partial payment and is not acceptable. 
In the above example, on March 1st, the resident would owe all of the following:
1. February’s unpaid rent 
2. February’s applicable late fees
3. March’s full rent. 

Accepting only full payments helps maintain clarity in accounting and ensures that balances are properly addressed.

Acceptable Payment Methods

Cash is NEVER accepted under any circumstances.

We accept the following payment methods:
1. Personal checks
2. Money orders
3. Electronic payments via Voyager Rent Café.

Homeland, Inc. is not allowed to accept any outside agency programs that requires the property to waive a late fee or legal fee. If the resident can pay those fees, an outside organization payment can be accepted unless the 3rd non-payment eviction is in place. Contractual Section 8 or other Housing Agency’s payments are not considered partial payments; however, the tenant is responsible to pay their full rent portion on time and in full.

Personal Checks cannot be accepted in the following cases:
1. If more than one month rent is owed
2. If the tenant is paying for an NSF check
3. If the tenant is under eviction for non-payment or has already been turned over for eviction
4. If the tenant has already written 3 returned checks since move in.
To ensure accurate recordkeeping and proper rent processing, the following rent collection
 procedures must be followed at all Homeland, Inc. managed properties:
1. Verify the rent amount.
When a resident submits a rent payment, the first step is to check the Rent Collection Worksheet to verify the correct amount of rent is being paid
2. Confirm there are no outstanding balances or late fees.
3. The payment is not a partial payment (partial payments are not accepted).
4. Issue a receipt.
Once you have confirmed the correct amount is being paid, write a receipt for the resident's payment then give a copy of the receipt to the resident. Ensure the receipt is filled out neatly and accurately.
5. Record the payment.
After issuing the receipt, mark the receipt number and amount paid on the Rent Collection Worksheet. Double-check that all information matches the payment and receipt for accuracy.
Our tenants also have the option of paying their rent through Rent Café.

Tenant Instructions.pdf

Move-In Deposits and First Rent Payments
There are special handling procedures for certain types of resident payments, particularly at move-in or when dealing with returned checks.

1. The initial move-in rent and security deposit must be deposited as one deposit separate from any other deposit.

2. If the resident provides two separate checks—one for rent and one for deposit—they may be deposited together in a single batch; however, these checks must never be included with other residents’ rent payments.

3. After this initial move-in deposit is complete, all future rent payments for that resident may be deposited with other residents’ rent in standard deposit batches.

Returned Checks (NSF) and Associated Fees
If a check is returned due to non-sufficient funds (NSF), Homeland’s accounting department will notify you upon receiving notice from the bank.

In this case, the resident will be charged the following:
1. The original rent amount
2. A $35 NSF fee
3. The applicable late fee

Homeland will issue a formal letter to the resident outlining the charges and providing a limited time window for the resident to pay. Payment must be made by money order or certified check only.

Important Note
Some HUD properties do not permit NSF fees.

If you are unsure whether an NSF fee can be applied at your site, consult your lease agreement and supervisor before proceeding.

Unpaid Rent Reporting and Eviction Process
Each month, effective rent collection and timely follow-up are essential to maintaining the financial health of the property. The following procedures must be followed to address unpaid rent and initiate eviction action when necessary.

1. Unpaid Rent Report - on the 7th of each month (for a RD property, the 11th), site managers must submit an Unpaid Rent Report to their regional manager. This report should include the following:
a. The name and unit number of each resident who has not paid rent for the current month.
b. The total amount the resident owes (including any rent and late fees).
c. The specific late fee amount the resident owes.
This information allows the regional manager to issue Past Due Rent Letters to residents who are behind on their rent.

2. Past Due Rent Letter 
The Past Due Rent Letter gives residents a clear deadline by which rent must be paid in full to avoid eviction filing. The Past Due Rent Letter includes the following:
a. All unpaid rent
b. Applicable late fees as outlined in your property type’s rent policy

3. Follow-Up After Deadline
Once the deadline in the Past Due Rent Letter has passed, it is the site manager’s responsibility to immediately notify the regional manager that the tenant has not paid. At this point, the account must be turned over for an eviction filing.

4. Eviction Filing and Payment Options
Once eviction has been filed the resident is still permitted to pay and remain in the unit, but they must pay the following in full via certified check or money order:
a. All rent due
b. Late fees 
c. Any legal fees incurred during the filing process.

5. Homeland, Inc. allows residents to pay legal fees after eviction has been filed up to two times.

6. On the third eviction filing, residents will not be allowed to pay and stop the process. The eviction will proceed to court, and the resident will be required to vacate the unit.

7. If the judge grants the eviction in any scenario, the tenant will be required to move out of the unit even if they offer full payment.

8. Documentation
All communication, payment activity, and notices related to unpaid rent and eviction must be properly documented and filed with the resident’s records.

Homeland, Inc. utilizes check scanners and bank portals to deposit rent payments efficiently and securely. While each bank may have a slightly different system, the following steps outline the general procedure to follow:

1. Log Into the Bank Portal
 	a. Access your bank’s portal using your assigned credentials.
     	b. Complete any required 2-step authentication for secure access.
2. Create a New Deposit
a. Select “Create New Deposit.”
3. Choose the correct bank account for the deposit.
4. Double-check that all checks in the deposit belong to the same property.

NOTE: If you manage more than one property, each property will have a separate account, even if they’re at the same bank.

5. Enter the following:
a. The total number of checks
b. The total dollar amount of all checks

NOTE: Only 10 checks per batch are allowed per Homeland policy.

6. When prompted, give the deposit a unique name (e.g., the date or a short note). This will help you locate it later when downloading records.


7. Scan the Checks by using the check scanner to scan each check into the system.
8. After scanning, review the system for any errors:
9. The system might ask for the following:
a. Check amount
b. Serial number (check number)
c. Routing number
d. Money orders frequently require additional details—refer to the physical         item for accuracy.

10. Confirm and Submit
a. After resolving any check errors, confirm that the deposit total matches the amount originally entered.

11. Once verified, complete the deposit by selecting “Finish Deposit.”
12. Download Deposit Confirmation
a. Locate the deposit using the name you assigned earlier.
b. Download the PDF confirmation, which includes:
1. Total deposit amount
2. Scanned copies of all checks in the batch

13. Prepare Documentation for Accounting by compiling the following:
a. The PDF deposit confirmation 
b. Rent receipts that correspond to each check
NOTE: You can usually fit 4 rent receipts per page for scanning purposes.

14. Email the compiled documents to the following email address:

hlaccountsrec@homelandinc.com

In the subject line of the email, include [Property Name] – Deposit

15. Important Notes
a. Ensure that each rent receipt is filled out completely.
This allows the accounting team to properly apply payments to rent, late fees, and any outstanding balances.

Banking Deposit Storage Policy

Once you have completed and emailed the rent deposit to Homeland’s accounting team, it is important to store the physical documentation of the rent deposit, copy of all checks, and rent receipts properly.

Organizing the Banking Deposit for Storage

1. Place the hard copies of the checks, rent receipts, and deposit confirmation into a folder.
2. Use a folder that is designated for deposits only and organize it by month.
3. Store the folder in a locked file cabinet for security purposes.

Retention and Disposal Guidelines

1. Hard copies of checks/money orders must be retained for 3 months.
2. After 3 months, you are required to shred the checks/money orders only. This is a requirement by the bank and must be followed for compliance.
3. Banking deposit records (which include the deposit summary and rent receipts) must be retained for 2 years. After 2 years, you may shred the entire deposit package, including deposit records and any remaining documentation.

NOTE
Checks must always be stored securely and never left unsecured in an office or desk.
Never shred deposit records before the 2-year retention period.


Lease Violations, Tenant Selection Plan, and Rules & Regulations
As a site manager, you play a critical role in maintaining the integrity, fairness, and compliance of your property. This includes understanding your property’s lease agreement, tenant selection plan (TSP), and all rules and regulations that govern resident behavior.
Leases and Lease Terms
1. Most residents sign a one-year lease at move-in.
2. After the initial term, leases typically become month-to-month.
3. It is not standard practice to re-sign leases each year unless program guidelines require it.

Know What Your Residents Sign
As the manager, you are responsible for understanding all documents residents sign at move-in, including the following:
1. Lease Agreement
2. Rules and Regulations
3. Security Deposit Agreement
4. Bedbug Addendum
5. Drug-Free Housing Agreement
6. Animal Policy (if applicable)
Be proactive in referencing these documents and use them as your foundation for decision-making and resident communication.
Issuing Lease Violations
If you observe a resident violating any part of their lease or addendums, you are expected to issue a Lease Violation Notice.

If you’re unsure whether the behavior warrants a violation, contact your supervisor before taking action.
Consistency in Enforcement is critical.
If you issue a lease violation to one resident for a specific issue—such as an unauthorized pet, trash outside the unit, or noise complaints—you must ensure that every resident violating that same rule is also held accountable, to the best of your knowledge.

This is especially important in legal proceedings, where residents may claim they are being treated unfairly or differently than others. Inconsistent enforcement can undermine the property’s credibility and lead to legal risk.
We do not issue lease violations based upon hearsay. If a tenant verbally complains about another tenant, ask the tenant if they want to file a written formal complaint which they will then sign and date. If they refuse, then you do not have grounds for a lease violation.
Treat every resident equally and apply the rules fairly across the board.
Evictions vs Lease Violation Policy.pdf
Tenant Selection Plan (TSP)
Your property’s Tenant Selection Plan outlines the eligibility criteria for applicants.

· You must be familiar with your TSP and able to answer questions from prospective residents who want to know whether they may qualify.
· The TSP should be posted in a visible location at your site.
· If the TSP is not currently posted, request a copy immediately and ensure it is properly displayed.

Understanding the TSP ensures you are screening applicants accurately and fairly and that you're compliant with program guidelines.
Section Summary
· Know your lease and the documents your residents sign.
· Enforce rules and issue violations when necessary.
· Always apply rules consistently and fairly.
· Understand and display your Tenant Selection Plan.

These practices are essential for maintaining order, fairness, and legal compliance across your property.

Resident Billing Policy
At times, it may be necessary to charge a resident for damages they have caused beyond normal wear and tear. In these situations, Homeland, Inc. follows a clear and consistent billing process to ensure fairness and documentation.

1. Identify and Verify the Damage
a. Damages may be identified during routine inspections, maintenance visits, or through staff observation.
b. Record the damage on the inspection report.
Example: During a quarterly inspection, a hole in the drywall is discovered.
c. Check the move-in inspection form to confirm that the damage was not present at move-in.

2. Refer to the Security Deposit Agreement
a. Standard damage charges are listed on the back of the Security Deposit Agreement.
For example, a hole in the wall is billed at $75.
b. If the item is not listed, consult your supervisor and obtain a repair estimate from maintenance before invoicing.

3. Complete the HL-130 Invoice.
a. Fill out the Homeland HL-130 Invoice form completely which includes the following:
1. Resident name
2. Unit number
3. Description of the damage
4. Cost being charged
5. Date of discovery

4. Distribute the Invoice
a.   Provide a copy of the invoice to the resident.
b.   Email a copy to hlaccountsdept@homelandinc.com
c.   File a copy in the resident’s on-site file for your records.



5. Payment and Repairs
a.   According to the lease, residents have 30 days to pay the invoice.
b.   Once payment is received, schedule the repair immediately and ensure the issue     is corrected.

Notes
Always consult your supervisor before billing a resident.

Accurate documentation and proper estimates are crucial to avoid disputes and ensure compliance.

Billing residents for damages helps maintain property standards and reinforces accountability, while ensuring residents are treated fairly and repairs are handled promptly.
Maintenance & Maintenance Related Issues

Reporting Work Orders
Residents are encouraged to submit written maintenance requests whenever possible to help prevent confusion and ensure accurate documentation. However, verbal requests are also accepted.
If using Homeland Maintenance:
Upon receiving a maintenance request the site manager must do the following:
 	1.   Immediately enter the work order into MaintainX located on your desktop.
  	2.   Ensure all relevant details are included for clarity and proper dispatch.
If using Onsite Maintenance:
  	1.   Immediately fill out a written work order.
2.   Review and approve the request before assigning it to the onsite maintenance     technician.
Supervisor’s Approval and Documentation
If a maintenance request appears to be potentially expensive, involves unusual circumstances, or raises questions, always contact your regional manager or supervisor for guidance.
Still submit the work order even if pending approval to ensure it is tracked appropriately in the system or file.


How to Submit a Work Order into MaintainX
1. Log in using the username and password assigned to your site. If you do not know your login information, please contact your supervisor.
2. On the home screen, select “New Request”
3.  Complete the following fields:
a. What needs to be done: Please first list unit umber (if applicable), and a small summery of the problem eg. “30 kitchen sink leaking”
b. Attach photos where necessary. 
c. Description: This is where you go into more detail on the issue. Eg.” Kitchen sink is leaking at base of nozzle when in use” 
d. Assign To: Select your Regional’s Name 
e. Location: The apartment facility that this problem is located
f. Select Create 

Do not combine multiple problems into one request!
Work Order Tracking
You can also use MaintainX to search open work orders and view completed work order history for your site. “Pending” refers to work orders your supervisor has not approved. “Approved” your supervisor has approved this work order to be completed but has not be completed.  You can select the work order to see if there are any issues here such as waiting for parts or holding for other issues.  “Done” signals that the work has been completed.


Minimum Care Standards.pdf
Preventative Maintenance.pdf
Mold Policy.pdf
Snow Removal Policy Eff Jan 2025.docx

Work Order Reporting and Processing Policy
For properties that do not use Homeland Maintenance and rely on paper work orders, maintain an up-to-date log of all outstanding work orders.
Once a work order is completed, file the work order promptly for recordkeeping and compliance purposes.  Completed work orders are to be kept in separate folder by date. 
 Proper work order tracking ensures maintenance needs are met efficiently, supports accountability, and protects the property from deferred maintenance issues.
Emergency Work Orders
 If the request qualifies as an emergency (e.g., no heat in winter, flooding, major leaks, etc.), immediately contact Homeland Maintenance if your property uses Homeland's services.

If using Onsite Maintenance, immediately notify your onsite technician to resolve the issue as quickly as possible.

After Hours Emergency Call Procedures.pdf

Quarterly Inspection Policy
Quarterly inspections are a critical part of effective property management and are Homeland, Inc.'s primary opportunity to assess the overall condition, cleanliness, and safety of each apartment.

These inspections help identify issues early, ensure resident compliance, and maintain high property standards.
1. Inspection Frequency
a. Quarterly inspections are required-conducted every three months, totaling four times per year. 
b. Some properties may be inspected more frequently than quarterly.
c.  Please refer to your lease and consult your supervisor if your property follows a different inspection schedule due to program or funding requirements.

2. Inspection Notice
a. While the lease agreement allows for 48-hour notice, it is Homeland, Inc.'s standard practice to give residents up to one week's notice prior to conducting quarterly inspections to promote cooperation and transparency.
3. Inspection Procedure
a.  Complete one inspection checklist per apartment during each quarterly inspection.
b. The checklist should thoroughly document the condition of all areas of the unit including:
  			1. Flooring and walls
  			2. Kitchen and bathroom fixtures and appliances
 			3. Doors and windows

  	 4.   General cleanliness and housekeeping standards
a.   During each quarterly inspection, the following must also be completed:
1. Replace HVAC filters
  			2. Test and inspect all smoke detectors

Note: If a smoke detector is missing, removed, or not functioning, this is considered an automatic lease violation and must be addressed immediately. Homeland, Inc. will provide replacement batteries and will assist residents with installation if needed.

Smoke Detector Agreement.pdf

If an apartment fails inspection due to housekeeping or safety issues, do the following:

1. Write a lease violation and schedule a follow-up inspection in one week to ensure corrections are made.

 Common failure reasons include:
1. Blocked egress (e.g., beds or large furniture in front of the only window in a room- this is a safety hazard)
            	2.   Extremely dirty or unsanitary appliances
3.   Excessive clutter or poor housekeeping that poses health or fire risks
4.   Use reasonable judgment
a. Remember, normal daily use is expected; but severe neglect must be    addressed.
 If the apartment fails the second inspection, follow these steps:
1. Issue a second lease violation.
2. Schedule a second follow-up one week later.
3. Notify your regional manager.
4. Document the situation in detail including pictures.
During the inspection, make note of any maintenance needs or pest control concerns, even if they were not reported by the resident.
Submit work orders for anything requiring professional attention to maintain unit safety and habitability.
File the completed inspection reports in a clearly organized system at the site in a location they can be easily retrieved for audits or internal reviews.
Quarterly inspections help ensure our communities remain safe, well-maintained, and in full compliance with program regulations. As a site manager, your thoroughness and attention to detail in this process is essential to our continued success.
Key Control and Lock Change Policy
To ensure the safety and security of all residents and property assets, Homeland, Inc. maintains strict procedures for key control and lock changes. All properties have a assigned master key. If you are unaware of your property’s master key, consult your supervisor.

Key Storage
· All unit, common area, and master keys must be stored in the designated lock box located in the manager’s office.
· This lock box must remain locked at all times, except when retrieving or returning a key.
· Only Homeland, Inc., authorized employees may access the key box.
Lock Changes
· Locks must be changed after a resident moves out and before a new resident moves in, without exception.
· This applies to all lease terminations, including voluntary move-outs, evictions, and abandonments.
· Lock changes help protect incoming residents and limit liability for unauthorized access.

Weekly Property Walks
Each week, it is necessary for the site manager to conduct a full walk-around of the property’s exterior and any interior common areas. This helps identify and address maintenance issues before they become larger problems. Routine property walks help maintain curb appeal, ensure safety, and preserve the long-term condition of the community.
During this walkthrough, the manager should observe and report any concerns by submitting work orders as needed. Common items to check include the following:
1. Gutters, downspouts, and splash blocks
2. Window screens (missing or damaged)
3. Siding that is loose, damaged, or missing
4. Shingles on the ground, which may indicate roof damage
5. Debris or trash around the property
6. Vegetation growing on or too close to the building
7. Resident’s personal property that is out on property grounds: bikes, toys, BBQ grills, etc. 
8. Any other condition that appears unsafe, unsightly, or out of the ordinary

Contractor Requirements
Before any contractor begins work on your property, you must follow these Homeland, Inc. policies:
The contractor must carry a minimum of $500,000 in BOTH 
1. General Liability insurance 
2. Workers’ Compensation insurance
Workers’ compensation insurance is required even if the contractor has no employees.
Before work begins, be sure to do the following:
1. Collect and submit at least one bid.
2. Obtain and submit the contractor’s insurance certificate.
3. Collect and submit a completed W-9.
4. Send all documentation to your supervisor for approval.
5. Inform the contractor once work is completed, they will be paid within 30 days.

Following these steps ensures that all vendors are compliant and that Homeland, Inc. is protected from risk. If you have any questions or are unsure about a contractor’s eligibility, always check with your supervisor before moving forward.
Purchase Order Policy
Often, you'll have contractors drop off invoices after completing work at your property. Once this happens, it's important to complete a purchase order and send it in as soon as you have inspected the work and confirmed that it meets expectations. 

Obtain the Purchase Order (PO) form on the Document Library then do the following:
1. Fill out the purchase order completely:
a.   Property name
b.   Who the payment is to (the contractor or company)
c.   Date of service
d.   Full pricing details
e.   Check that you have inspected the work and that it is satisfactory
2. Send the completed purchase order and invoice to hlaccountsdept@homelandinc.com

Fair Housing Policy

Homeland, Inc. is committed to providing equal housing opportunities for all individuals in accordance with federal, state, and local Fair Housing laws. We strictly prohibit discrimination in any aspect of housing based on the following:
· Race
· Color
· Religion
· Sex (including sexual orientation and gender identity)
· National origin
· Familial status
· Disability

We also comply with any state or local regulations that offer protection to additional classes of individuals.
Our Fair Housing practices include the following:
1. Offering the same services, terms, and conditions to all applicants and residents
2. Using consistent application and screening criteria for every applicant
3. Providing reasonable accommodations for individuals with disabilities
4. Allowing reasonable modifications to units and common areas when needed
5. Ensuring that all advertising, communications, and marketing materials are free of discriminatory language or intent
Homeland Reasonable Accommodation & Modification Policy.pdf

Poster Requirement
A Fair Housing poster must be clearly visible in the leasing or management office of every property. This is a required notice under HUD guidelines and serves as a public statement of our commitment to fair and equal treatment.

Training Requirements
All Homeland, Inc. employees are required to complete Fair Housing training at the time of hire and annually thereafter. This training reinforces our responsibility to uphold Fair Housing laws and treat every resident and applicant with fairness and professionalism.


Staff’s Fair Housing Expectations:
1. Understand and adhere to all Fair Housing laws and Homeland policies.
2. Treat every applicant and resident equally and respectfully.
3. Report any suspected Fair Housing violations to a supervisor immediately.
4. Violations of this policy will not be tolerated and may result in disciplinary action, up to and including termination.

At Homeland, Inc., we are proud to uphold Fair Housing standards and ensure that every person is treated with dignity and equality in their search for a home.

Office Conduct and Presentation Policy
The property’s office is more than just a workspace! It is a reflection of our professionalism and often the first impression residents and visitors have of your property. Because it’s open to the public, it is important that the office is kept clean, orderly, and welcoming at all times.
Office Door Requirements
Your office door should always display the following:

1. Office hours
2. An emergency maintenance contact number
3. A contact number for the property manager for after-hours issues

If you are going to be away from the office—even briefly—post a note on the door indicating when you will return. If you are out for the day, be clear about when the office will reopen.
Privacy and Professionalism
If someone is in the office speaking with you and another person enters, do the following:

1. Politely acknowledge the new arrival
2. Let them know you’ll be right with them
3. Ask them to step outside until you are finished with the current conversation
This is important to protect the confidentiality of residents and maintain a professional environment.
Pre-Applications
We always provide a pre-application to anyone who requests one.

Keep blank pre-applications available in the application box outside your office and have pre-applications readily available inside the office as well.
Required Displays Inside the Office
On your bulletin board or clearly visible wall space, you must have the following:

1. [bookmark: _Hlk201149659]The Fair Housing logo or poster (on bulletin board)
2. An up-to-date AFHMP - HUD and RD properties only - (on bulletin board)
3. Current rent amounts and utility allowance information, if applicable (on bulletin board)
4. Justice for All poster – HUD only (on bulletin board)
5. Tenant Selection Plan (on bulletin board)
6. The Labor Law poster
7. The Workers' Compensation poster

These materials are required by law and demonstrate Homeland, Inc.’s commitment to fair, transparent, and lawful practices.
Keeping the office clean, informative, and accessible helps maintain trust and sets the tone for respectful and professional interactions with every resident and guest.

Workplace Attire & Professional Appearance Policy
At Homeland, Inc., we recognize that work at the site level can vary day to day, and comfort is important. While we maintain a generally casual environment, it is essential that team members present themselves consistently professionally, especially when interacting with potential applicants, residents, vendors, or regional staff.

General Guidelines:
1. Jeans are acceptable if they are clean, well-fitting, and free of holes or excessive distress.
2. Shorts are generally discouraged but may be worn on days involving extended walking or physical tasks, such as inspections. When worn, shorts must be modest, in good condition, and not athletic in style.
3. Homeland, Inc. branded shirts are always welcome and encouraged. These help identify you as staff and present a consistent image.
4. Graphic T-shirts with unrelated logos, slogans, or images (especially those that could be distracting or unprofessional) are not permitted.
5. Cut-off shirts and tank tops are not permitted.

Footwear:
1. Shoes should be clean, secure, and appropriate for walking properties or office tasks. Choose styles that balance safety and professionalism.
Use Your Best Judgment:
Ask yourself the following:
1. “Would I feel confident greeting a resident, vendor, or supervisor in this outfit?”
2. “Does this reflect the standards of Homeland, Inc.?”

Miscellaneous Items

Accident Reporting Policy
If anyone—whether a resident, guest, or visitor—reports that they have experienced any type of accident on the property, it must be taken seriously and handled promptly, regardless of how minor it may seem.

This includes, but is not limited to the following:
1. Slips or falls
2. Being struck by falling objects
3. Tripping hazards
4. Any physical injury or potential injury on property grounds

Reporting Process:
1. Have the individual complete an Incident Report Form immediately.
Be sure the form is filled out completely and clearly.
2. Email the completed form to both
Your supervisor and danaw@homelandinc.com
Prompt reporting protects both the individual and Homeland, Inc. and ensures the incident is properly documented for safety and liability purposes. Always treat any report with care, professionalism, and urgency. 
Petty Cash Policy
At the time of hire, each site manager is issued a petty cash fund to be used for small, everyday purchases needed to support office operations and site management duties. These funds are intended for convenience and minor expenses, such as office supplies or other low-cost items necessary for the efficient running of your property.

Petty Cash Handling and Responsibility
The petty cash amount will be issued at your hire, and you will be required to sign a form acknowledging the amount received.

Petty cash may be kept securely in your office or in your personal bank account, depending on your preference.
You are responsible for returning the full petty cash amount when you leave your position or transfer sites. This amount must be provided to your supervisor or the next site manager.
Spending and Reimbursement
1. Always keep receipts for all items purchased with petty cash.
2. When you need to replenish your petty cash fund, do the following:
a. Complete a Petty Cash Request Form
b. List each item and the corresponding receipt amount
c. Attach all original receipts to the request
d. Submit the form and receipts to hlaccountsdept@homelandinc.com
The total petty cash requested must match the total of the submitted receipts. Requests that do not match will be delayed or denied until corrected.
Resident Information Privacy & Access Policy
Homeland, Inc. takes the privacy and security of resident information seriously. Site managers and staff are strictly prohibited from disclosing personal information—including a resident’s name, unit number, or whether they live at a property—to any outside party without proper legal authorization.

We do not release information to any of the following unless they present a judge-signed court order authorizing the release of that specific information:
· Police
· Post office staff
· Social service agencies
· Attorneys
· Any other third party

Police and Legal Inquiries
If a police officer presents a search warrant, you must request to see the documentation. Once verified, you may allow them access to the specified unit.

If a police officer asks which apartment a person lives in, you must respond by stating:

     “I’m sorry, we are not permitted to release that information without a court order.”

Welfare Checks
The only exception to the above policy is in the case of a welfare check. If a police officer is conducting a welfare check based on concerns reported by family or neighbors for a resident’s well-being, you may allow the officer into the apartment.
This is considered a non-criminal exception made in the interest of the resident’s health and safety. All other requests must go through legal channels.
Always protect resident privacy and consult your supervisor if you’re unsure how to handle a request for information.
Weekly Vacancy Report Policy
To support accurate tracking of unit availability and generate reports for ownership, all site managers are required to submit a Weekly Vacancy Report to their supervisor.
 
· Submit the report each week on the last working day of the week.
· If the week ends in a holiday or office closure, submit the report on the last open business day.

Include the following information on the weekly vacancy report for each property you manage: 
1.   Property Name
2.   Total Number of Vacant Units
3.   List of All Vacant Units with the Date They Became Vacant
a.   Example: Unit 101 – Vacant as of 3/12/2025

4.   Number of Assigned Units
a. Assigned means a vacant unit that has an active prospect whose application is in progress or who is scheduled to move in.
5. Move-Outs This Week
a. Include unit numbers and move-out dates
6. Move-Ins This Week
a. Include unit numbers and move-in dates
Purpose of the Weekly Vacancy Report
The Weekly Vacancy Report helps Homeland, Inc. maintain a clear picture of occupancy and turnover. It is used to compile a larger report for owners and executive staff. Providing timely and accurate information ensures we stay aligned with operational and financial goals.

Attach RD Compliance Folder Requirements 














Glossary 

Area Median Income (AMI)
The midpoint income for a specific area. AMI is used to determine income eligibility and rent levels for affordable housing programs.

Base Rent
The portion of rent calculated before utility allowances are applied. Used in Tax Credit properties to determine maximum allowable rent.

Federal Home Loan Bank (FHLB)
A government-sponsored bank system that provides funding for affordable housing projects, often through competitive grant programs.

HAP Contract (Housing Assistance Payments Contract)
A written agreement between a property owner and HUD that outlines subsidy payments for Section 8 units.

HOME Funding (aka Low HOME and High HOME)
Federal funding provided to support affordable housing. "Low HOME" and "High HOME" refer to different income and rent restrictions under the HOME program.

Housing Trust Fund/National Housing Trust Fund/Affordable Housing Trust Fund 
(HTF/NHTF/AHTF)
Federal and state-level funds designed to help develop, rehabilitate, and maintain housing for extremely low-income households.

Income Limits (aka 50% aka 60%)
The maximum income a household can earn to qualify for affordable housing. Often expressed as a percentage (e.g., 50%, 60%) of AMI.

Management and Occupancy Review (MOR)
A formal HUD or contract administrator review to ensure properties are following program rules, especially for Section 8.
Market Rent (aka Conventional)
Units not subsidized or income-restricted. Rent is based on local market conditions and is not subject to program limits.

Max Tax Credit Rent
The highest rent that can be charged under the LIHTC program based upon unit size and income limits. Includes utility allowance.

Note Rate Rent
The full rent required to cover debt service (mortgage), typically used in Rural Development properties but not always charged to residents.

NSPIRE Inspection (REAC Inspection)
HUD’s updated inspection protocol for public and assisted housing, replacing REAC. It evaluates physical conditions and health/safety.

Operating Account
The primary bank account used to handle day-to-day expenses for the property (e.g., payroll, maintenance, admin).

Rehab (Rehabilitation)
Refers to substantial improvements or updates to existing housing units to meet health, safety, or program standards.

Reserve Account
A restricted account funded monthly to cover long-term capital repairs or major replacements at the property.

Risk Sharing
A financing model where HUD and a partner (often a state housing agency) share the risk of providing insurance on multifamily loans.



Rural Development (aka RD or USDA)
A federal affordable housing program administered by the USDA, typically serving rural communities with income-based rents and subsidies.


Section 8
A HUD program that provides rental subsidies to low-income households, either through tenant-based vouchers or project-based assistance.

Set-Asides
Specific units in a property that are reserved for households meeting certain income or program criteria (e.g., 40% at 60% AMI).

Syndicators (e.g., OCCH, Boston Financial, PNC)
Firms that raise equity from investors for tax credit properties in exchange for LIHTC benefits. They monitor compliance and reporting.

Tax Credit (aka LIHTC or Section 42)
The Low-Income Housing Tax Credit program (IRS Section 42) offers tax incentives to developers who build or rehabilitate affordable housing.

Tenant Rent
The amount of rent a resident is responsible for after any subsidies or assistance (e.g., HAP) are applied.

Utility Allowance (UA)
A predetermined amount deducted from rent to account for tenant-paid utilities. Affects how much rent can be charged in income-restricted units. Adjusted annually
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