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WELCOME
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ENGAGEMENT BEST PRACTICES

We will be monitoring the Q&A for questions 

Asking Questions

Click “Q&A” to submit a question (or “Raise Hand” 

to share a verbal question at designated breaks)
1

2 Enter your question into the “Q&A” box

We will follow up with answers to any questions 

that we don’t get to during the session
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THIS CALL IS BEING RECORDED
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AGENDA

• Staffing update from HLC side

• Policy clarification topics:

– Letter of Intent (LOI)

– Self Statements

– Good Cause

– Furniture/Appliance

– Payment Plan

– Tax Credit

• Q&A

• Menti

• RAA Support & Resources
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EOHLC Staffing Updates & Portfolio Split

EOHLC Team Member RAAs

Jackie Buttaro
Jackie.Buttaro@mass.gov

• Hearthway (formerly BHDC) 

• CMHA

• Metro Housing|Boston

• NeighborWorks

• SMOC

• RCAP

Melissa Donalds
Melissa.Donalds@mass.gov

• CTI

• FCRHRA

• HAC

• LHAND

• Way Finders

• RAP Center

mailto:Jackie.Buttaro@mass.gov
mailto:Melissa.donalds@mass.gov
mailto:Melissa.Donalds@mass.gov


Letter of Intent (LOI) Updates

• As of 7/18 E2E build, any LOI 

issued will be automatically good 

for 90 days with no option to 

extend.

• The language on the LOI letter 

and issuance email has been 

updated to include 

clearer directions for the tenant 

and Landlord on next steps after 

a unit has been secured.
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Letter of Intent (LOI) Updates Cont.
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Self Statements – Crisis, Income, & Good Cause

• Self statements for homelessness should be accepted after all other attempts for third-
party documentation have been exhausted. For households affected by domestic 
violence, a self-statement may be the only available option to document the housing 
crisis.

• For income documents, after staff have made all attempts to collect third party income 
documentation, a self statement may be accepted for income, but please note RAFT 
staff should NOT be asking for signed zero income statements.

• For good cause for subsidized tenants - after staff have made all attempts to collect 
third party documentation, a self statement may be accepted as a last resort.

• Please ensure call logs/emails/case comments are logged to show that there were 
attempts made to obtain third party verification.
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Good Cause
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TPP Good Cause Letter 

• Serves as Good Cause documentation for 
cases where the applicant is a client of the 
Tenancy Preservation Program (TPP)

• Will be signed by a TPP Director or similar 
management position (e.g. Assistant 
Director)

• Backup documentation available if requested 
from TPP

• Details will provide enough info to explain 
how the disability led to nonpayment but will 
not disclose any protected health info
• Example: “Mr. Smith’s disability affects his memory, 

organizational ability, and executive functioning, 
which led to his nonpayment of rent.”



Furniture/Appliance
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Payment Plan
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Tax Credit
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In determining whether a LIHTC (“Tax Credit”) unit should be considered subsidized housing,
RAFT Agencies should follow the EA rule on LIHTC units: LIHTC units are considered 
subsidized if the tenant’s portion of the rent is less than 50% of the tenant’s household 
income. RAFT Agencies should use a household’s gross monthly income when making this 
determination. Some examples for tax credit situations/calculations are below:



QUESTIONS
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Menti
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RAA SUPPORT/ REMINDERS
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QUESTIONS
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Best Practice

Please specify the issue that you are reaching out about to ensure that the 
EOHLC RAA Support team is best positioned to provide policy guidance.

▪ Time-sensitive Questions: Critical questions that require responses within 24hrs 

should be submitted with the priority drop down option labeled “URGENT."

Further Questions

Direct questions to your supervisor and then contact Zendesk as a point 
of escalations for questions. A member of the RAA Support Team will 
respond.

18

https://dhcdma.zendesk.com/hc/en-us/requests/new


RESOURCES
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RAA Resource Portal

Central resource to provide RAA staff with key 
updates, training and learning opportunities, and 
helpful information to support programs

1

FAQs and Reference Guides

Frequently Asked Questions (FAQs) that provide 
additional, concise program guidance.

2

FAQs and Reference Guides

Zendesk training materials offer helpful info on 
processing within E2E/Salesforce

https://www.mass.gov/info-details/regional-administering-agencies-resource-portal
https://www.mass.gov/doc/raft-admin-plan-effective-jan-1-2022/download
https://dhcdma.zendesk.com/hc/en-us


THANK YOU!

+
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