Appendix A. Interview Guide for Resident Wellness Directors

Respondent is Resident Wellness Director (RWD). Items in italics or brackets are instructions for
the interviewer, not to be read aloud.

Introduction

Thank you very much for taking the time to speak with me. Abt Associates and its subcontractor
L&M Policy Research have been contracted by the U.S. Department of Housing and Urban
Development, or HUD, to conduct an evaluation of the Supportive Services Demonstration and
the Integrated Wellness in Supportive Housing or IWISH model, and your input is an important
component of this process.

The purpose of this interview is to understand your experience with the implementation and
impact of IWISH at your property. The interview questions have been reviewed by the Office of
Management and Budget (OMB) under the Paperwork Reduction Act of 1995. Public reporting
burden for this collection of information is estimated at up to 180 minutes per response, and we
expect this conversation will take about two hours and 30 minutes. The OMB control number is
2528-0321, expiring XX-XX-XXXX.

We will be taking notes during our discussion, and with your permission, be recording the
discussion. At the end of the study, after we complete our interviews, we will provide the
interview notes to HUD with individuals’ names, property names, and location names removed.
We will also provide summary reports on the interviews to HUD but will not use your name or
the name of the property in those summary reports. The information that we collect will be used
for research purposes only, not for any audit or compliance purposes. The audio recordings will
be destroyed after our analysis is complete.

Your participation in this interview is voluntary and you are free to skip any questions you do
not wish to answer. There may be some questions you may not be able to answer or that are more
appropriate for other staff. If you are unable to answer a question or would prefer not to answer,
just let me know.

Do you have any questions about the evaluation or today’s discussion before we begin?



IWISH Staff Characteristics

Before we start discussing IWISH, I’d like to understand your background and how you came to

be a Resident Wellness Director [or local position name].

1. When did you start working at this property (month/year)?

2. Before starting as a Resident Wellness Director, please describe any experience you may
have had as a as a service coordinator in working with older adults aged 62 and older, or
other related experience.

3. What is your educational background (degrees, fields of study)?

4. What interested you about the Resident Wellness Director position?

5. Do you speak any languages other than English?

- [IF YES] What is it/are they and do you communicate with residents in this/these

language(s)?

Resident Wellness Director Role
I’m now going to ask a series of questions about your role at the property.

6. Can you describe what a typical week as a Resident Wellness Director looks like?

7. Under what circumstances and how often do you interact with residents?
- What are the most common ways you interact with and assist residents?

8. What the most common reasons residents ask for your assistance? For example, are they
related to needs for services or health, or related to property management and or their
tenancy?

- Which types of assistance take the most time to address?

9. Are there resident needs or requests for assistance that you are not able to provide?
- [IF YES] What are they and why are you not able to provide assistance?

10. How do you coordinate with [WN] in your work with residents?
11. How many residents do you work with on a regular basis?

12. Is the number of residents you work with manageable for you? Do you have enough time to
provide the assistance that residents request?

13. What do you think are the most useful and important things you do as Resident Wellness
Director?

14. In general, how satisfied are you with your position?



- Are you satisfied with your hours?
- Are you satisfied with your salary and benefits?

15. Are there any changes to the role or the job description of the Resident Wellness Director
that you would make based on your experience?
- [IF YES] What are the changes and why?

16. [If RWD worked at property prior to October 2020] We are interested in learning how your
role now compares to your role during the initial IWISH period which ended September
2020. Is there anything different about your role or responsibilities now than prior to October
20207

- [IF YES] What is different? When did these changes occur and why?

Training and Support
I’m now going to ask a series of questions about the training and support you may have received
as an RWD — from the time you started in your role as an RWD to the present.
17. What training have you received specifically for your role as an IWISH Resident Wellness
Director?
- When and how often was this training provided?
- What were the topics of training?
- What was the format of training (written materials, in-person or remote live
training, one-on-one guidance)?
- Approximately how much time did the training take?
- Who provided the training?

18. What training have you received that has been useful for your job but that is not specific to
IWISH?
- When and how often was this training provided?
- What were the topics of training?
- Who provided this training?
- Approximately how much time did the training take?
- Did this training meet a continuing education requirement you have for your
profession?

19. Who supervises you in your role as Resident Wellness Director?

20. Who do you turn to if you have a question about how to assist a resident? Do you always
receive the information or help you need?

21. What has been the role of property management and the property owner in implementing the
IWISH model at your property?
- What, if any, kind of support do they provide you with? How often?
- Do you have any suggestions for how property management or the property
owner could better support you in implementing IWISH at the property?

22. Is there anyone else who supports you in your position?



- [IF YES] What position(s) support you, and what are their responsibilities?

23. Do you feel you have the necessary training and support to do your job well?
- What training or support have you found most useful for your role and why?
- Is there any additional training or support that would be useful to you that you
don’t receive now?

24. [If RWD worked at property prior to October 2020] How does the training and support you
receive now compare to what you received for the role of Resident Wellness Director prior to
October 20207

25. Since October 2020, have any staffing vacancies in the IWISH program at your property
impacted you in your role as Resident Wellness Director?
- [IF YES] What positions were vacant and how did this impact you and your role?

Resident Participation
Now I would like to talk to you about resident participation in IWISH and how you work with
residents.

26. Can you describe how you would typically start working with or assisting a resident with
their individual needs?
- Do you reach out to residents initially or do they reach out to you when they need
assistance?

27. Do residents formally enroll in IWISH or sign up to receive services from you or the
Wellness Nurse(s)?
[IF YES]
- Describe how residents enroll in IWISH and your role in the enrollment process.
- Do residents need to sign a consent form to meet with you or [WN]? If yes, what
do they consent to?
- How do you coordinate resident enrollment with [WN]? How do you split
responsibilities for enrolling residents between you and [WN]?
- Approximately what portion of the residents that you assist are not enrolled in the
demonstration?
- Are residents who do not enroll able to come to you for assistance or participate
in health and wellness programming and activities?

28. In your opinion, which methods have worked best for encouraging residents to meet with you
or to participate in IWISH activities or programs?

29. What, if any, have been the challenges to getting residents to meet with you or participate in
IWISH activities or programs?

30. Have you found that some residents are more likely to meet with you or participate in IWISH
activities than others? For example, do you see any differences in participation rates based on



31.

32.

33.

34.

35.

36.

37.

the age, gender, race, ethnicity, language ability, household composition, or perceived health
status of residents?
[IF YES]
- Who? Which residents?
- Why do you think some residents are more likely to meet with you or participate
in IWISH activities than others?

[If RWD was at property prior to October 2020] Is there anything different about the
enrollment process or how you encourage residents to participate in IWISH now compared to
earlier in IWISH, prior to October 2020?
- [IF YES] Describe these changes, when they were implemented, and why they
were implemented.

Are there residents at the property who have limited English proficiency?
- [IF YES] What are the most common languages spoken at the property?

[IF APPLICABLE] How do you assist residents who do not speak the same language as you?

[IF APPLICABLE] Do you think language barriers have affected participation in IWISH
activities or residents’ ability to obtain assistance from IWISH staff?

Are there residents at the property who are deaf or are hard of hearing?
- [IF YES] How do you assist residents who are deaf or hard of hearing?
- [IF YES] Do you think residents who are deaf or hard of hearing have barriers to
obtaining assistance from IWISH staff?

Are there residents at the property who have vision impairments?
- [IF YES] How do you assist these residents?
- [IF YES] Do you think residents who have vision impairments have barriers to
obtaining assistance from IWISH staff?

Do you think your language ability or other aspects about your personal or cultural
background has any effect on how you work with residents or the way you connect with
them? Why do you think that?

Resident Assessments
My next questions ask about the health and wellness assessments that you may conduct with
residents.

38.

Do you currently conduct any health and wellness assessments or questionnaires with
residents?

[IF YES, ASK 39-40]

39.

Can you describe the assessment you conduct with residents?



- Do you use the assessment questionnaire developed for IWISH or something
else? (Probe if the RWD is familiar with the IWISH assessment questionnaire and
refer them to a copy of the assessment if needed.)

[IF DIFFERENT FROM IWISH]:
- What type(s) of assessment tools and questionnaires do you use?
- How do you determine what assessments to use or questions to ask?
Who made this determination?
- Can you tell me when the property switched from the IWISH
questionnaire and why you use a different assessment tool now?

- How do you coordinate conducting the assessments between you and [WN]? How
do you split the responsibilities of assessments between you and [WN]?

- How often do you complete or update assessments with residents?

40. What proportion of residents typically complete an assessment?
- Isita goal to complete assessments with all residents at the property or all
residents you regularly work with?
- What, if any, challenges have you experienced completing assessments with
residents? Are residents generally interested in participating in assessments?
41. [If RWD was at property prior to October 2020] How would you compare the assessment
tools or procedures you use now versus earlier in IWISH, prior to October 20207
- [IF YES] Describe any differences, and when and why they were implemented.

Wellness Goals and Individual Services Plans
42. Do you work with residents individually to identify health and wellness needs or help them
set and meet personal health and wellness goals?
[IF YES]
- Can you describe this process?
- Do you develop Individual Healthy Aging Plans (IHAPs) or other written plans
for identifying individual service needs or health and wellness goals?
- [IF YES] Describe the plan. What information is in the plan? How is the
plan used?
- How do you work with [WN] in helping residents set wellness goals? How do you
distribute the work?
- For what proportion of residents do you do this?
- What has been your experience helping residents try to identify and set health
goals? Are residents willing to do this?
- [IF NO] Why do you think that is?
- What are the most common goals that residents choose to set?

43. [If RWD was at property prior to October 2020] Is there anything different about how you
work with residents to identify health and wellness needs and goals compared to earlier in
IWISH, prior to October 20207?

- [IF YES] Describe these changes, when they were implemented, and why they
were implemented.



Client Management Software
44. Do you use a client management software program to maintain information about residents
for IWISH such as information collected through resident assessments and supportive
services provided to residents?
- [IF NOJ: How do you keep track of this information?

[IF USES CLIENT MANAGEMENT SOFTWARE, ASK 47-51]:
45. What client management software do you use?

46. Do you use a client management software to record any of the following information or
activities?
- Resident enrollment
- Resident interactions with RWD and WN
- Resident assessment information
- Resident health and wellness goals and progress toward meeting goals
- Referrals made to service providers
- Healthcare insurance and healthcare provider information
- Interactions with health care providers on behalf of residents
- Maedical events and other sentinel events
- Resident participation in group programming

47. How do you use the data recorded in the system?
If needed:
- To identify needed services for residents
- To track and follow up on referrals to service and healthcare providers
- To collaborate with WN
- To obtain summary reports of resident activities and health and wellness
indicators
- To meet HUD or other reporting requirements

48. What are the benefits of using this software to support your work?

49. What challenges, if any, have you experienced in using case management software? Does the
software meet your needs?

Community-Wide Services Plans
50. Have you developed a written services plan for the entire property, such as a Community
Healthy Aging Plan (CHAP) or other written plan?
[IF YES]
- How would you summarize the goals of the plan?
- How did you develop the plan? Who was involved in the development?
- Approximately when was the plan initially developed? When was it last updated?
- What did you learn from the data in the plan? What were the most common health
and wellness needs of residents that were identified by the plan? What



information about residents was used in the plan? (Probe if necessary: Did you
use resident assessment data? Data collected in the client management system?)
- How do you and others use the plan? (Probe if necessary: Do you use the plan to
identify group programming or individual services for residents?)
- Did you find the plan useful for assisting residents? Do you think the plan is
worth doing again? If so, how often do you think the plan should be updated?

Health and Wellness Programming
I’d now like to discuss health and wellness programming offered at your property.

51.

52.

53.

54.

55.

56.

57.

[A request for this information will be sent to the respondent prior to the interview in table
form. The respondent will be asked to send the completed table to the study team ahead of the
interview.] Describe what health and wellness programming has been made available at the
property in the last year (12 months). For each program, please identify the:
Program name and/or health and wellness needs addressed by the program

- Start date, frequency, and duration of program

- The organization or individual who provides or teaches the program to residents

- Location of program (at property, in community, virtual)

- Whether the program is evidence-based

- Average resident participation/attendance

How do you determine what kind of programming to offer? Describe who is involved in that
decision.

Do you coordinate some or all the programming offered at the property?
-  How is [WN] involved in the coordination?
- How is the property manager or other property staff involved?

Which programs are the most popular? Which are the least popular?

Are there any programs that you would like to make available to residents but cannot for
some reason?
- [IF YES] What programs are you unable to offer, and what are the barriers to
offering them?

Do you think IWISH programming and activities have been convenient and accessible for all
residents?
- Do you think programming has been accessible to residents for whom English is
not their primary language?
- Do you think the programming has been accessible for people with disabilities?
- [IF NO] Why do you think that is? What do you think could be done to improve
the availability of programming?

Are you aware of other health and wellness programming or activities in the community
available to residents that are similar to what is offered in IWISH?



- [IF YES]: What organization provides the program or activity? Approximately what
proportion of residents participate?

- How would you compare the available community-based health and wellness
programming to what is available in IWISH?

58. Have the types or availability of programs at the property changed since October 20207?
- [IF YES]: Describe the changes, when the changes were implemented, and the
reasons for the changes.

Supportive Services Funds
59. Are you familiar with the supportive services funding available through the Supportive
Services Demonstration grant and how the property has used them?

[IF YES, ASK QUESTIONS 60-64]
60. Are the funds being used to pay for any of the group programming we discussed? If so,
which ones?

61. Are the funds being used to help address any individual resident needs? If so, what are the
needs being addressed?

62. How are decisions made about how to use the funds? Who makes these decisions?

63. What challenges (if any) have you experienced when trying to use these funds?
- Has there been anything for which you would have liked to use the funds, but
have not been able to do so?
- [IF YES] Which programs, and what were the barriers to using the
funds?
64. Do you think the amount of supportive services funding provided through the grant is
sufficient for supporting health and wellness programming at the property? Why or why not?

Service Provider Interactions
65. Do you ever interact with social services providers in your community on behalf of
individual residents (Probes: providers like food pantries, local areas on aging, health
departments, senior centers)?
[IF YES]
- Under what circumstances and how often do you interact with services providers?
- For how many residents do you typically do this?
- Can you give me some examples of recent interactions with residents’ services
providers?

66. Have you tried to establish relationships or partnerships with service providers in your
community on behalf of the property as a whole?
[IF YES]
- What are you hoping to accomplish through the relationship?
- Have you developed any formal partnerships or written agreements with service
providers? If so, describe these.



- What challenges (if any) have you experienced in trying to establish these
relationships?

[IF NOT] Why not?

Healthcare Providers

67. Do you ever interact with residents’ healthcare providers?
[IF YES]

- Under what circumstances?

- How often do you interact with healthcare providers?

- For how many residents do you typically do this, for example in a month?

- Can you give me some examples of recent interactions with residents’ healthcare

providers?

68. Have you tried to establish relationships or partnerships with healthcare providers or facilities
in your community, such as primary care providers, hospitals, or nursing homes?
[IF YES]
- Who are the providers? Why these providers or facilities?
- Are there specific healthcare providers or facilities that a large proportion of
residents use? If so, what are they?
- What are you hoping to accomplish through the relationship?
- Have you developed any formal partnerships or written agreements with service
providers? If so, describe these.
What challenges (if any) have you experienced in trying to establish these
relationships?
[IF NOT]
- Why not?

69. Do you feel you have the necessary training and support to try to establish relationships with
healthcare providers?
- [IF NO] What training or support would be helpful?

Transitional Care

I’d now like to ask you some questions about working with residents in specific situations such
as emergency medical situations and when a resident may be coming home from a hospital or
nursing home stay.

70. Does your property have a formal plan for how staff interact with residents who are returning
from a hospital or nursing home stay?
- [IF YES] Was this plan first implemented or amended because of IWISH? [IF
APPLICABLE] What features of the plan were added because of IWISH?

71. Can you walk me through what happens when a resident returns from a hospital or nursing
home stay?
- What types of transitional care do you provide?
- How do you coordinate assistance with [WN]?



- How often do you help with transitional care when a resident is returning from a
hospital or nursing home stay?

72. Would you like to do more to assist residents transitioning to and from a hospital or nursing
home setting?
- [IF YES] What else would you like to do? What is preventing you from doing so?

Emergency Medical Situations
73. Can you walk me through what happens when someone has a medical emergency at the
property?
- How do you get involved?
- How do you interact with the resident experiencing the emergency?
- How do you interact with the Wellness Nurse?
- How do you interact with property management or other onsite property staff?
- How do you interact with the emergency responders themselves?

74. Is there a formal plan that you follow when a resident has a medical emergency?

- [IF YES]

- Was this plan first implemented or amended because of IWISH?
- [IF APPLICABLE] What features of the plan were added because of

IWISH?
- Does the plan specify roles or responsibilities specifically for your job as the
Resident Wellness Director?

- [IF YES] Please describe those roles and responsibilities.

75. What are the main reasons that emergency medical services are called to the property?
- Do you think there has been any changes in how often or why emergency
medical services since IWISH has been at the property? If yes, describe these
changes and what you think the reasons for the changes are.

Family and Caregiver Interaction
My next few questions are going to ask about how you interact with families and caregivers.

76. Do you ever interact with residents’ families and caregivers?
- How often do you interact with them and what are the circumstances?
- Who typically initiates these interactions - you, the resident, or the family or
caregiver?
- Do you ever coordinate this interaction with [WN]? If so, how?

77. Would you like to interact with residents’ family and caregivers more often, less often, or is
it about right?

78. How would you characterize residents’ support systems at the property? Do most have
formal or informal support systems (e.g., from family or friends, community groups,
religious groups)?



- Do residents’ support systems affect how you interact with residents or the
assistance you provide them? If yes, describe how.

COVID-19 Changes
Ask this section only of Resident Wellness Directors who were at the property prior to October
2020.

We would like to know more about COVID-19 and its impact on IWISH at your property.

79. Are there any property-wide policies enacted because of the COVID-19 pandemic that are
still in effect at the property? For example, policies related to the use of face masks, visitors,
group events, or use of public space. If so, describe these.

80. Have there been any changes made to the IWISH program or to your role as Resident
Wellness Director because of the COVID-19 pandemic and associated restrictions?

Describe any changes in:
- Your work hours and location
- How you interact with residents
- Resident needs
- The types of assistance provided to residents
- The types and methods of health and wellness programming offered to residents
- How you interact with the Wellness Nurse
- How you interact with property management

81. In general, how would you describe the effect of COVID-19 and associated policies on
residents’ health and well-being?

82. Have you seen any benefits to residents from having IWISH at their property during the
pandemic? If so, what are they?

83. Do you feel you had the support needed to do your job well during the pandemic?
- [IF YES] What support was most useful to you?
- [IF NO] What support would have been helpful?

Benefits of IWISH to Residents
These next set of questions ask about your perspective of the benefits of IWISH to residents at
the property, as well as your general thoughts on the model.

A goal of IWISH is to help individuals age in place. The model is also theorized to help reduce
the rate at which residents use emergency healthcare services, increase the rate at which residents
use preventative, primary healthcare services, and delay resident moves to nursing homes and
other long-term care facilities.



84. 1 am going to ask a series of questions about observable changes in residents that in your
opinion may be a result of the IWISH program or the work that the Resident Wellness
Directors and Wellness Nurses do.

- Have you seen any changes in how residents use primary or specialty healthcare
services such as residents going to their primary care doctor more or less often?

- Can you think of any specific examples of something you or the
Wellness Nurse did that led to a change in how residents used these
services?

- Have you seen any changes in how residents use emergency healthcare services
like the ambulance or the emergency department?

- Can you think of any specific examples of something that you or the
Wellness Nurse did to help a resident to avoid unnecessary 911 call or
emergency healthcare services?

- Can you think of any examples where the IWISH program helped a resident stay
in their housing or resolve tenancy issues such as problems paying rent or with
housekeeping?

- Can you think of any examples of how the IWISH program helped a resident
delay a move to a nursing home or other long-term care facility?

- Have you seen changes in the overall health and well-being of residents? For
example, changes in residents’ mental health, less isolation, or improved
socialization of residents?

- Have you seen any other kinds of changes in residents that we have not already
discussed?

85. [IF NO OR FEW CHANGES IDENTIFIED]: Why do you think you haven’t seen any/many
changes in residents because of having IWISH at the property?

86. If you had to pick one or two things about IWISH that you think have the most impact on
residents’ health and wellbeing and ability of residents to age in place, what would they be
and why?

Barriers to Aging in Place

87. What do you see as the main barriers that your residents face in aging in place successfully?
Which of those barriers does the IWISH program help with? Which barriers is it not so
helpful for?

Property Characteristics
88. Do you think the property has the amenities and accessibility features that would allow
residents to age in place?
- [IF YES] What are the property features that most help them do so?

89. What, if anything, is needed at the property to help residents better age in place?

90. Does the property have features in place in case someone is having a medical emergency?
For example, pull cords in units, emergency call boxes, or defibrillators.



- [IF YES, ASK ABOUT EACH FEATURE MENTIONED]:
- When was this feature first implemented?
- Who at the property is trained and/or authorized to use this feature?
- Are emergency responders are notified when the feature is used?

Community Characteristics
91. Do you think the greater community has adequate amenities and accessibility features to help
residents age in place?
- Can residents easily access transportation?
- Can they easily access medical appointments, grocery stores, and pharmacies?
- Is there sufficient availability of social services?
- Is there sufficient availability of healthcare services?
- Do residents have enough opportunities for socialization?

88. What, if any, changes are needed in the community to help residents better age in place?

IWISH Model Recommendations
92. Do you have recommendations for changes or improvements to the IWISH model?

93. Is there anything I have missed asking about your experiences as a Resident Wellness
Director or working at [PROPERTY]?

Those are all the questions I have. Thank you for your time.



Appendix B. Interview Guide for Wellness Nurses
Respondent is Wellness Nurse. Items in italics or brackets are instructions for the interviewer,
not to be read aloud.

Introduction

Thank you very much for taking the time to speak with me. Abt Associates and its subcontractor
L&M Policy Research have been contracted by the U.S. Department of Housing and Urban
Development, or HUD, to conduct an evaluation of the Supportive Services Demonstration and
the Integrated Wellness in Supportive Housing, or IWISH model, and your input is an important
component of this process.

The purpose of this interview is to understand your experience with the implementation and
impact of IWISH at your property. The interview questions have been reviewed by the Office of
Management and Budget (OMB) under the Paperwork Reduction Act of 1995. Public reporting
burden for this collection of information is estimated at up to 180 minutes per response, and we
expect this conversation will take about two hours and 30 minutes. The OMB control number is
2528-0321, expiring XX-XX-XXXX.

We will be taking notes during our discussion, and with your permission, be recording the
discussion. At the end of the study, after we complete our interviews, we will provide the
interview notes to HUD with individuals’ names, property names, and location names removed.
We will also provide summary reports on the interviews to HUD but will not use your name or
the name of the property in those summary reports. The information that we collect will be used
for research purposes only, not for any audit or compliance purposes. The audio recordings will
be destroyed after our analysis is complete.

Your participation in this interview is voluntary and you are free to skip any questions you do
not wish to answer. There may be some questions you may not be able to answer or that are more
appropriate for other staff. If you are unable to answer a question or would prefer not to answer,
just let me know.

Do you have any questions about the evaluation or today’s discussion before we begin?



IWISH Staff Background
Before we start discussing IWISH, I’d like to understand your background and how you came to
be a Wellness Nurse.

1. When did you start working at this property (month/year)?

2. Before starting as a Wellness Nurse, please describe any experience you may have had in
community health, with older adults aged 62 and older, or other related experience.

3. What is your educational background (degrees, fields of study)?
4. What interested you about the Wellness Nurse position?

5. Do you speak any languages other than English?
- [IF YES] What is it/are they and do you communicate with residents in this/these
language(s)?

Wellness Nurse Role
I’m now going to ask a series of questions about your role at the property and how you assist
residents.
6. Can you describe what a typical week as the Wellness Nurse looks like?
- How many hours a week do you work?
- Do you work at more than one IWISH property? If so, which property and how do
you divide your time between them?

7. Under what circumstances and how often do you interact with residents?
- What are the most common ways you interact with and assist residents?

8. What the most common reasons residents ask for your assistance? For example, are they
related to needs for services or health, or related to property management and or their
tenancy?

- Which types of assistance take the most time to address?

9. Are there resident needs or requests for assistance that you are not able to provide?
- [IF YES] What are they and why are you not able to provide assistance?

10. How do you coordinate with the Resident Wellness Director in working with residents?
11. How many residents do you work with on a regular basis?

12. Is the number of residents you work with manageable for you? Do you have enough time to
provide the assistance that residents request?

13. In general, how satisfied are you with your position?
- Are you satisfied with your hours?



- Are you satisfied with your salary and benefits?
14. What do you think are the most useful and important functions of the Wellness Nurse?

15. Are there any changes to the role or the job description of the Wellness Nurse that you would
make based on your experience?

- [IF YES] What are the changes and why?

- Are there any specific activities or services that you would have liked to provide
for residents and for which you are qualified to do as a nurse, but that you were
unable to because of the nonclinical requirements of the Wellness Nurse position?

- [IF YES] How often did you receive requests for these services, and how
did you respond to their requests?

- Are there any specific activities or services that you routinely provide for
residents, or that residents request of you, for which you think someone else is
more appropriate to provide, for example the Resident Wellness Director or
property manager?

- [IF YES] How often did you receive these requests for these services,
and how did you respond to their requests?

16. [If WN worked at property prior to October 2020] We are interested in learning how your
role now compares to your role during the initial IWISH period which ended September
2020. Is there anything different about your role or responsibilities now than earlier in
IWISH?

- [IF YES] What is different? When did these changes occur and why?

Training and Support
I’m now going to ask about the training and support that you may have received as a Wellness
Nurse — from the time you started in your role as Wellness Nurse to the present.
17. What training have you received specifically for your role as an IWISH Wellness Nurse?
- When and how often was this training provided?
- What were the topics of training?
- What was the format of training (written materials, in-person or remote live
training, one-on-one guidance)?
- Approximately how much time did the training take?
- Who provided the training?

18. What training have you received that has been useful for your job but that is not specific to
IWISH?
- When and how often was this training provided?
- What were the topics of training?
- Approximately how much time did the training take?
- Who provided this training?
- Did this training meet a continuing education requirement you have for your
profession?

19. Who supervises you in your role as Wellness Nurse?



20.

21.

22.

22.

23.

24.

Who do you turn to if you have a question about how to assist a resident? Do you always
receive the information or help you need?

What has been the role of property management and the property owner in implementing the
IWISH model at your property?
- What, if any, kind of support do they provide you with? How often?
- Do you have any suggestions for how property management or the property
owner could better support you in implementing IWISH at the property?
Is there anyone else who supports you in your position?
- [IF YES] What position(s) support you, and what are their responsibilities?

Do you feel you have the necessary training and support to do your job well?
- What training or support have you found most useful for your role and why?
- Is there any additional training or support that would be useful to you that you
don’t receive now?

[If WN worked at property prior to October 2020] How does the training and support you
receive now for the position of Wellness Nurse compare to what you received prior to
October 20207

Since October 2020, have any staffing vacancies in the IWISH program at your property
impacted you in your role as Wellness Nurse?
o [IF YES] What positions were vacant and how did this impact you and your role?

Resident Participation
Now I’d like to talk to you about resident participation in IWISH and how you work with
residents.

25.

26.

27.

28.

Can you describe how you would typically start working with or assisting a resident with
their individual needs?
- Do you reach out to residents initially or do they reach out to you when they need
assistance?

Do you conduct outreach to residents to educate them about IWISH or encourage them to
meet with you? If so, what is your role? How do you coordinate the assistance you provide to
residents with [RWD]?

In your opinion, how receptive have residents been to your outreach?
- In your opinion, which methods have worked best for encouraging residents to
meet with you or to participate in IWISH activities or programs?

What, if any, have been the challenges to getting residents to meet with you or participate in
IWISH activities?



29. Have you found that some residents are more likely to meet with you or participate in IWISH
activities than others? For example, do you see any differences in participation rates based on
the age, gender, race, ethnicity, language ability, household composition, or perceived health
status of residents?

[IF YES]

- Who? Which residents?

- Why do you think some residents are more likely to meet with you or participate in
IWISH than others?

30. [If WN was at property prior to October 2020] Is there anything different about how you
encourage residents to participate in IWISH or meet with you now versus earlier in IWISH,
prior to October 20207

- [IF YES] Describe these changes, when they were implemented, and why they
were implemented.

Resident Characteristics
31. Are there residents at the property who have limited English proficiency?
- [IF YES] What are the most common languages spoken at the property?

32. [IF APPLICABLE] How do you assist residents who do not speak the same language as you?

33. [IF APPLICABLE] Do you think language barriers have affected participation in IWISH
activities or residents’ ability to obtain assistance from staff?

34. Are there residents at the property who are deaf or are hard of hearing?
- [IF YES] How do you assist residents who are deaf or hard of hearing?
- [IF YES] Do you think residents who are deaf or hard of hearing have barriers to
obtaining assistance from IWISH staff?

35. Are there residents at the property who have vision impairments?
- [IF YES] How do you assist these residents?
- [IF YES] Do you think residents who have vision impairments have barriers to
obtaining assistance from IWISH staff?

36. Do you think your language ability or other aspects about your personal or cultural
background has any effect on how you work with residents or the way you connect with
them? Why do you think that?

Resident Assessments

My next set of questions ask about the health and wellness assessments that you may conduct

with residents.

37. Do you currently conduct any health and wellness assessments with residents?

[IF YES, ASK 38-39]



38. Can you describe the assessment you conduct with residents?

- Do you use the assessment questionnaire developed for IWISH or something
else? (Probe if the WN is familiar with the IWISH assessment questionnaire and
refer them to a copy of the assessment if needed.)

[I[F DIFFERENT FROM IWISH]
- What type(s) of assessment tools and questionnaires do you use?
- How do you determine what assessments to use? Who made this determination?

- How do you conduct the assessments between you and [RWD]? How do you split
the responsibilities for assessments between you and [RWD]?

- How often do you complete or update assessments with residents?

39. What proportion of residents typically complete an assessment?
- Isit a goal to complete assessments with all residents at the property or all
residents you regularly work with?
- Have you experienced any challenges in completing assessments with residents?
Are residents interested in participating in assessments? From your perspective,
do they find them useful?

40. [If WN was at property prior to October 2020] How would you compare the assessment
tools or procedures you use now versus earlier in IWISH, prior to October 2020?
- [IF YES] Describe any differences, and when and why they were implemented.

Individual Wellness Goals and Services Plans
41. Do you work with residents individually to identify health and wellness needs or help them
set and meet personal health and wellness goals?
[IF YES]
- Can you describe this process?
- Do you develop Individual Healthy Aging Plans (IHAPs) or other written plans
for identifying individual service needs or health and wellness goals?
- [IF YES] Describe the plan. What information is in the plan? How is the
plan used?
- How do you work with the Resident Wellness Director in helping residents set
wellness goals? How do you distribute the work?
- For what proportion of residents do you do this?
- What has been your experience helping residents try to set health goals? Are
residents willing to do this?
- [IF NO] Why do you think that is?
- What are the most common goals that residents choose to set?

42. [If WN was at property prior to October 2020] Is there anything different about how you
work with residents to identify health and wellness needs and goals compared to earlier in
IWISH?

- [IF YES] Describe these changes, when they were implemented, and why they
were implemented.

Client Management Software



43. How do you maintain information about residents for IWISH such as information collected
through resident assessments and supportive services provided?

[IF USES CLIENT MANAGEMENT SOFTWARE, ASK 44-48]:

44. What client management software do you use?

45. Do you use a client management software to record any of the following information or

activities?

Resident enrollment (if applicable)

Resident interactions with RWD and WN

Resident assessment information

Resident health and wellness goals and progress toward meeting goals
Referrals made to service providers

Healthcare insurance and healthcare provider information

Interactions with health care providers on behalf of residents

Medical events and other sentinel events

Resident participation in group programming

46. How do you use the data recorded in the system?

If needed:

To identify needed services for residents

To track and follow up on referrals to service and healthcare providers
To collaborate with RWD

To obtain summary reports of resident activities and health and wellness
indicators

To meet HUD or other reporting requirements

47. What are the benefits of using this software to support your work?

48. What challenges, if any, have you experienced in using case management software? Does the
software meet your needs?

Community-Wide Service Plans
49. Do you have any role in developing a written services plan for the property, such as a
Community Healthy Aging Plan (CHAP)?
[IF YES]

What information about this property and its residents did you use? (Probe if
necessary: Did you use resident assessment data? Data collected in the client
management system?)

What did you learn from the data in the plan? What were the most common health
and wellness needs of residents that were identified by the plan?

How did you use the plan? (If necessary: Do you use the plan to identify services
or programs for residents?)

Did you find the plan useful for assisting residents? Do you think the plan is
worth doing again? If so, how often do you think the plan should be updated?



Health and Wellness Programming
I’d like to next discuss health and wellness programming at your property.

50. How is it determined which health and wellness programming is made available to residents?
Who is involved in this decision?

51. Describe any role you may have in coordinating the programming including identifying
service providers.
- [IF APPLICABLE] How do you coordinate with [RWD] and others at the
property? Do you deliver any of the programming yourself?

52. From your perspective, which programs offered at the property are the most popular? Which
are the least popular?

53. Are there any programs that you would like to make available to residents but cannot for
some reason?
- [IF YES] What are the programs and why cannot they be made available?

54. Do you think IWISH programming and activities have been convenient and accessible for all
residents?
- Do you think programming has been accessible to residents for whom English is
not their primary language?
- Do you think the programming has been accessible for people with disabilities?
- [IF NO] Why do you think that is? What do you think could be done to improve
the availability of programming?

55. Have the types or availability of programs at the property changed over time?
- [IF YES] Describe the changes, when the changes were implemented, and the
reasons for the changes.

Supportive Services Funds
56. Are you familiar with how the property has used the supportive services funding available
through the Supportive Services Demonstration grant?
- [IF YES] Has there been anything for which you would have liked to use the
funds, but have not been able to do so?
- [IF YES] Which programs, and what were the barriers to using the funds?

Healthcare Provider Interaction
57. Do you ever interact with individual residents’ healthcare providers?
[IF YES]
- Under what circumstances?
- How often do you interact with healthcare providers?
- For how many residents do you typically do this, for example in a month?
- Can you give me some examples of recent interactions with residents’ healthcare
providers?



Healthcare Partnerships
58. Have you tried to establish relationships with healthcare providers in your community, such
as primary care providers, hospitals or nursing homes?
[IF YES]
- Who are the providers? Why these providers or facilities?
- Are there specific healthcare providers or facilities that a large proportion of
residents use? If so, what are they?
- What are you hoping to accomplish through the relationship?
- Have you developed any formal partnerships or written agreements with healthcare
providers? If so, describe these.
- What challenges (if any) have you experienced in trying to establish these
relationships?

[IF NOT] Why not?

59. Do you feel you have the necessary training and support to try to establish relationships with
healthcare providers?
- [IF NO] What training or support would be helpful?

60. Have you made changes over time on how you approach developing healthcare partnerships?
Has your ability to develop partnerships with healthcare providers changed over time?

61. Are you aware of other health and wellness programming or activities in the community
available to residents that are similar to what is offered in IWISH?
- [IF YES]: What organization provides the program or activity? Approximately what
proportion of residents participate?
- How would you compare the available community-based health and wellness
programming to what is available in IWISH?

Transitional Care
I’d now like to ask you some questions about working with residents on transitional care and
emergency medical situations.

62. Does your property have a formal plan for how staff interact with residents who are returning
from a hospital or nursing home stay?
- [IF YES] Was this plan first implemented or amended because of IWISH? [IF
APPLICABLE] What features of the plan were added because of IWISH?

63. Can you walk me through what happens when a resident returns from a hospital or nursing
home stay?
- What types of transitional care do you provide?
- How do you coordinate assistance with [RWD]?
- How often do you help with transitional care when a resident is returning from a
hospital or nursing home stay?



64. Would you like to do more to assist residents transitioning to and from a hospital or nursing
home setting?
- [IF YES] What else would you like to do? What is preventing you from doing so?

Emergency Medical Situations

65. Can you walk me through what happens when someone has a medical emergency at the
property?

- How do you get involved?

- How do you interact with the resident experiencing the emergency?

- How do you interact with the Resident Wellness Director?

- How do you interact with property manager and other property staff?

- How do you interact with emergency responders themselves?

66. Is there a formal plan that you follow when a resident has a medical emergency?
- [IF YES] Does the plan specify roles or responsibilities specifically for your job
as the Resident Wellness Director? If so, please describe those roles and
responsibilities.

67. What are the main reasons that emergency medical services are called to the property?
- Do you think there has been any changes in how often or why emergency medical
services since IWISH has been at the property? If yes, describe these changes and
what you think the reasons for the changes are.

68. Do you ever suggest alternatives to calling emergency medical services when other responses
(e.g., urgent care, calling an advice nurse) would be more appropriate?
- [IF YES] Can you provide any examples of when you have done this? What were
the outcomes?

Family and Caregiver Interaction
My next few questions are going to ask about how you interact with families and caregivers.

69. Do you ever interact with residents’ families and caregivers?
- How often do you interact with them and what are the circumstances?
- Who typically initiates these interactions - you, the resident, or the family or
caregiver?
- Do you ever coordinate this interaction with [RWD]? If so, how?

70. Would you like to interact with residents’ families and caregivers more often, less often, or is
it about right?

71. How would you characterize residents’ support systems at the property? Do they have formal
or informal support systems? (e.g., from family or friends, community groups, religious
groups)

- Do residents’ support systems affect how you interact with residents or the
assistance you provide them? If yes, describe how.



COVID-19 Changes
Ask this section only of Wellness Nurses who were at the property prior to October 2020.

We would like to know more about COVID-19 and its impact on IWISH at your property.

72. How has the COVID-19 pandemic impacted your role as Wellness Nurse?
Describe any changes in:

- Your work hours and location
- How you interact with residents
- Resident needs
- The types of assistance provided to residents
- The types and methods of health and wellness programming offered to residents
- How you interact with the Resident Wellness Director
- How you interact with property management

73. In general, how would you describe the effect of COVID-19 and associated restrictions on
residents’ health and well-being?

74. Have you seen any benefits to residents from having IWISH at their property during the
pandemic? If so, what are they?

75. Do you feel you had the support needed to do your job well during the pandemic?
- [IF YES] What support was most useful to you?
- [IF NO] What support would have been helpful?

IWISH Benefits to Residents
My last set of questions ask about your perspective of the benefits to residents for participating in
IWISH, as well as your general thoughts on the model.

A goal of IWISH is to help individuals age in place. The model is also theorized to help reduce
the rate at which residents use emergency health care services, to increase the rate at which
residents use preventative, primary healthcare services, and delay resident moves to nursing
homes and other long-term care facilities.

76. Have you seen any changes in residents that in your opinion may be a result of the IWISH
program or the work that the Wellness Nurses and Resident Wellness Directors do? Please
describe these changes.

- Have you seen any changes in how residents use primary or specialty healthcare
services such as residents going to their primary care doctor more or less often?
- Can you think of any specific examples of something you or the Resident
Wellness Director did that led to a change in how residents used these
services?
- Have you seen any changes in how residents use emergency healthcare services
like the ambulance or the emergency department?



- Can you think of any specific examples of something that you or the
Resident Wellness Director did to help a resident to avoid unnecessary
911 call or emergency healthcare services?

- Can you think of any examples where the IWISH program helped a resident stay
in their housing or decrease tenancy issues such as problems paying rent or with
housekeeping?

- Can you think of any examples of how the IWISH program helped a resident
delay a move to a nursing home or other long-term care facility?

- Have you seen changes in the overall health and well-being of residents? For
example, changes in residents’ mental health, less isolation, or improved
socialization of residents?

- Have you seen any other kinds of changes in residents that we have not
already discussed?

77. [IF NO OR FEW CHANGES IDENTIFIED]: Why do you think you haven’t seen any/many
changes in residents because of having IWISH at the property?

78. If you had to pick one or two things about IWISH that you think have the most impact on
residents’ health and wellbeing and ability of residents to age in place, what would they be?

Barriers to Aging in Place

79. What do you see as the main barriers that your residents face in aging in place successfully?
Which of those barriers does the IWISH program help with? Which barriers is it not so
helpful for?

Property Characteristics
80. Do you think the property has adequate amenities and accessibility features that allow
residents to age in place?

81. What, if anything, is needed at the property to help residents better age in place?

82. Does the property have features in place in case someone is having a medical emergency?
For example, pull cords in units, emergency call boxes, or defibrillators.
- [IF YES, FOR EACH FEATURE MENTIONED]
- When was this feature first implemented?
- Who at the property is trained and/or authorized to use this feature?
- Are emergency responders are notified when the feature is used?

Community Characteristics
83. Do you think the greater community has adequate amenities and accessibility features to help
residents age in place?
- Can residents easily access transportation?
- Can they easily access medical appointments, grocery stores, and pharmacies?
- Is there sufficient availability of healthcare and social services?



84. What, if any, changes are needed in the community to help residents better age in place?

IWISH Model Recommendations
85. Is there anything you could change about IWISH if you could? If so, what?

86. Do you have recommendations for improvements to the IWISH model?

87. Is there anything I have missed asking about your experiences as a Wellness Nurse or
working at [PROPERTY]?

Those are the questions I have. Thank you for your time.



Appendix C. Interview Guide for Treatment Group Property Owners and

Managers
Respondent is housing property owner or designee (such as the property manager). Items in
italics are instructions for the interviewer, not to be read aloud.

Introduction

Thank you very much for taking the time to speak with me. Abt Associates and its subcontractor
L&M Policy Research have been contracted by U.S. Department of Housing and Urban
Development to conduct an evaluation of the Supportive Services Demonstration and the
Integrated Wellness in Supportive Housing, or IWISH, program. IWISH is the program that
provides the funding for the Resident Wellness Director(s) and Wellness Nurse(s) at this
property. We are speaking with representatives of owners of all the properties that have been
implementing IWISH.

The purpose of this interview is to gather some basic information about your organization,
understand how the IWISH program works at your property, and to learn about health and
wellness staffing, programming, and funding at your property. We would like to understand your
experience with the implementation of the IWISH model at [PROPERTY] after the conclusion
of the initial demonstration period in September 2020 and your perception of impact of the
IWISH model on residents’ health, wellbeing, and tenancy.

The interview questions have been reviewed by the Office of Management and Budget (OMB)
under the Paperwork Reduction Act of 1995. Public reporting burden for this collection of
information is estimated at up to 120 minutes per response, but we expect this conversation will
take about an hour and 30 minutes. The OMB control number is 2528-0321, expiring XX-XX-
XXXX.

We will be taking notes during our discussion, and with your permission, will be recording the
discussion. At the end of the study, after we complete our interviews, we will provide the
interview notes to HUD with individuals’ names, property names, and location names removed.
We will also provide summary reports on the interviews to HUD but will not use your name or
the name of the property in those summary reports. Given the number of properties in the
demonstration, however, there is a small chance that HUD may be able to identify your
organization. The information that we collect will be used for research purposes only, not for any
audit or compliance purposes. Any recordings of interviews will be destroyed after we complete
our notes and will not be shared with HUD.

Your participation in this interview is purely voluntary and you are free to skip any questions
you do not wish to answer. There may be some questions you may not be able to answer or that
are more appropriate for other staff. If possible, I would like to follow up with those individuals
after this interview. If you are unable to answer or would prefer not to answer a question, just let
me know.

Do you have any questions about the evaluation or today’s discussion before we begin? Do I
have your permission to record this interview?



Respondent Background Information
1. Can you tell me a little bit about yourself and your background with [ORGANIZATION
NAME]?
- How many years have you worked for ORGANIZATION]?
- What is your role in the organization?

2. Can you tell me about your organization’s housing portfolio, including any HUD-assisted
propert(ies)?

3. Does the mission of your organization extend beyond housing? For example, does your
organization do advocacy, research, development, training, or provide any services?

4. Please describe your involvement with service coordination or supportive services at
[PROPERTY]. How long have you been involved?

Property Management Support for IWISH Activities
5. Can you describe your role in the implementation of IWISH?

6. [IF APPLICABLE]: Who in your organization is responsible for the following?
- Hiring the Resident Wellness Director
- Contracting or hiring for the Wellness Nurse
- Outreach or encouraging residents to participate in IWISH activities
- Coordinating or funding health and wellness programming
- Administrative, clerical, or reporting tasks for the Supportive Services
Demonstration or IWISH grant

[Interviewer will ask respondent the categories of questions relevant to the respondent’s
responsibilities and follow up with other respondents in the organization as necessary
following the interview.]

7. Overall, how would you characterize the current involvement of property management in the
day-to-day activities of the IWISH program?

- Would you describe property management as very involved, somewhat involved,

minimally involved, or not involved at all?
0 Can you tell me why you answered the way you did?

- About how many hours would you say that you work on activities related to the
IWISH program

- How does this level of involvement compare to the involvement in the initial three-
year IWISH period between October 2017 and September 20207 Is there anything
different that you do for IWISH now than during the initial period? If yes, when and
why did it change?



8. What would you say are the ways you, other property management staff, or owner
organization staff help to support the IWISH program activities? Describe these.

9. To your knowledge, did the property experience any challenges with continuing IWISH after
the initial demonstration period ended in September 20207 If so, describe. (If necessary:
Examples include funding IWISH staff between demonstration grant periods, turnover in
Resident Wellness Director position; contracting or hiring for Wellness Nurse, providing
training and support to IWISH staff, obtaining client management software, establishing
plans and procedures for IWISH implementation.)

IWISH Staffing and Training
These questions should be asked of the person responsible for the hiring and supervision of

IWISH staff.

Now I would like to ask about how the two IWISH positions have been staffed since the initial
demonstration period ended in September 2020 and your perspective of the two roles.

10. First, can you describe your understanding of how the Resident Wellness Director and
Wellness Nurse are expected to work together to assist residents? How do you see these two
roles interacting?

Resident Wellness Director Position
11. Has/have the Resident Wellness Director position(s) been consistently filled since the initial
demonstration period ended in September 20207
[IF NO]

What are the start and end dates of vacancies?

From your perspective, what were the reason(s) for the vacancies? (If needed,
prompt: For example, left for a new opportunity, not the right fit, personnel
conflict, dismissed due to performance.)

To your knowledge, did your organization experience any challenges in engaging
the services of a new Resident Wellness Director?

How did the property adapt while the position was vacant? Did anyone else assume
some of the Resident Wellness Director’s duties? If so, please describe.

From your perspective, did any vacancies or turnover in the Resident Wellness
Director position affect the implementation of IWISH? If so, how?

12. How did the property fund this position during the transition period between IWISH
demonstration grants? (If necessary: through remaining grant funds from initial IWISH
period, HUD Multifamily Service Coordinator grant program, through rent/operations
funding, or other public or private sources of funding)

Did your organization make any changes to the salary, work hours, benefits, or
requirements to the Resident Wellness Director position after the end of the initial
demonstration period in September 20207 If yes, describe the changes and when
and why they were made.



Resident Wellness Director Training and Support

13.

14.

15.

16.

17.

Who supervises the Resident Wellness Director on a daily basis? Describe this supervision.

Does your organization provide or coordinate formal training for the Resident Wellness
Director on how to do their day-to-day jobs? If yes, describe the training, how often it is
provided, and the topics of training.

From your perspective, does the Resident Wellness Director(s) have the training and support
needed to do their job well?
- [IF NO] What training and support is needed?

From your perspective, what do you see as the most useful or valuable aspects of the
Resident Wellness Director?

Is there anything about the Resident Wellness Director’s job description that you would
change if you could?

Wellness Nurse Staffing

18.

19.

Has the Wellness Nurse position been filled since the initial demonstration period ended in
September 2020?
[IF YES]:

- When and for how long was the position filled?

- How did the property fund this position during the transition period between
demonstration grant periods?

- Did you direct hire or contract for the Wellness Nurse position? Why?

- Did your organization make any changes to the hours, salary, or requirements for
the Wellness Nurse position after the end of the initial demonstration period? If yes,
describe the changes and when they were made.

- To your knowledge, did your organization experience any challenges in engaging
the services of a Wellness Nurse during the extension period? If so, describe.

Have there been any turnover or vacancies in the Wellness Nurse position since September
20207
[IF YES]:

- For how long was the position vacant or less than fully staffed? What are the start
and end dates of vacancies?

- From your perspective, what were the reason(s) for the vacancies? (If needed,
prompt: For example, left for a new opportunity, not the right fit, due to contracting
agency requirements, personnel conflict, dismissed due to performance.)

- How did the property adapt while the position was vacant? Did anyone else assume
some of the Wellness Nurse’s duties? If so, please describe.



- From your perspective, did any vacancies or turnover in the Wellness Nurse
position affect the implementation of IWISH? If so, how?

Wellness Nurse Training and Support
20. Who supervises the Wellness Nurse on a daily basis? How was the supervisor decided?

21. Does your organization provide or coordinate formal training for the Wellness Nurse(s) on
how to do their day-to-day jobs? If yes, describe the training, how often it is provided, and
the topics of training.

22. In your opinion, does the Wellness Nurse have the training and support needed to do their job
well?
- [IF NO] What training or support would be most helpful?

23. What do you see as the most useful or valuable aspects of the Wellness Nurse?

24. Ts there anything about the Wellness Nurse’s job description that you would change if you
could?

Case Management Software

25. After the end of the initial three-year IWISH period, property staff no longer had access to
the IWISH case management system, Population Health Logistics, or PHL, to record resident
assessment and service data. What has been your organization’s experience been in
transitioning from that software?

- Did staff change to a different case management system? If yes, which one? Why
and how did the organization choose this system?

- Did your organization experience any challenges moving to a different case
management system? Were you able to transfer the PHL data to the new system?

- Does [ORGANIZATION] generate reports from this system? If so, describe how
this information is used.

Health and Wellness Programming and Partnerships

Health and Wellness Programming Changes
26. Are you familiar with health and wellness programming offered at the property?

[IF YES]:

Did health and wellness programming offered at the property change after September 2020?
Describe any changes made to:

- Types and frequency of programming

- Health needs addressed

- How and where programming is held

- Who provides the programming



- Availability of service providers to provide needed programming
- Funding available for supportive services

[FOR EACH CHANGE IDENTIFIED] When was the change made and why was the
change made?
Supportive Services Funding
27. Are you familiar with how the property has used the supportive services funding
($15/unit/month) available through the Supportive Services Demonstration grant?

[IF NO] Were you aware that $15/unit/month was available for evidenced-based programs
and other supports for residents at the property? Were you ever presented with requests to
use grant funds for these types of activities?

[IF YES]
- What have the funds been used to pay for to date? What are the needs being
addressed with the funds?

- How are decisions made about how to use the funds? Who makes these decisions?

- What challenges, if any, has the property experienced when trying to use these funds?

28. Does the property have any other sources of funding for health and wellness programming or
services at the property? If yes, describe the source of these funds and what programs and
services they cover. [Requests for any property-wide supportive services budgets or expense
report covering the IWISH Extension period will be sent to the respondent ahead of the
interview. ]

29. Do you think the amount of supportive services funding available to the property is sufficient
to support health and wellness programming at the property? Why or why not?

30. Are there any health and wellness programming or property amenities that you would like to
make available, but cannot for some reason? If yes, describe these and why they cannot be
made available.

Partnerships with Service and Healthcare Providers
31. Have you or other [ORGANIZATION] staff been involved in building partnerships with
service providers in the community?

[IF YES] Describe your and others’ involvement:
- For which providers?
- How did the partnership come about?
- What is the partnership for? What is your organization hoping to achieve with the
partnership? How does it benefit residents?

32. Have you or other [ORGANIZATION] staff been involved in building partnerships with
healthcare providers in the community, such primary care providers, hospitals and nursing
homes?

[IF YES] Describe your and others’ involvement.



- For which providers?

- How did the partnership come about?

- What is the partnership for? What is your organization hoping to achieve with the
partnership? How does it benefit residents?

33. What challenges (if any) have you experienced in trying to establish relationships with
service and healthcare providers? Do you have any examples of how your property has been
effective in developing these types of partnerships, or recommendations you would give to
other properties looking to develop partnerships?

34. In general, have you observed any changes in co