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1.	Because of such variables as size of agency and staff, number of units, waiting list length, and local customs, it is difficult to develop a generic procedure for the intake process.  PHAs should develop their own step by step procedure designed to provide clear guidance to the staff responsible for the critical functions of receiving and processing applications.  

2.	Occupancy is the point at which most families first encounter the PHA and the crucial first impression they gain from the way they are treated is likely to carry forward for their residency/participation.   

3.	Of all the activities the PHA carries out, Occupancy is the one that has the heaviest burden of statutory compliance and the greatest possibility for an inadvertent error resulting in Civil Rights violations .

4.	The Procedure should explain how staff are to perform the various tasks required to carry out the PHA’s Admissions and Continued Occupancy Policy by describing the specific steps and methods to ensure that the process is:

· In full compliance with HUD requirements and the Board’s policies;
· Clear and understandable to applicants; and
· As convenient as possible for applicants.

5.	The procedure needs to provide a clear roadmap to lead staff through the entire occupancy process in a manner that answers the majority of staff questions and eliminates, as much as possible, the likelihood that two applicants in similar circumstances would be treated differently.

6.	Some points to consider are:

		•	Do you want to have a pre-application stage to your process or have the applicant fill out the full application on the first visit?
		•	Are you going to prepare file folders with all the applicable materials and forms in advance or "pull them off the shelf " as needed?
		•	Are you going to do individual or group briefings/orientations?
		•	Are you prepared for assisting applicants with special needs?
		•	What is your process for entering data into PIC?
		•	How will you track everything?
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