Member Services Committee  Minutes

Washington, DC

March 14, 2009
Present





Absent
Gail Monahan




Donna Brown

David Allen Brown



Gary Centinaro

Mary Jo Landry



Deborah Crockett

Eric Chubenko



Kim Holman-Short

Matthew Heckles



David Northern

John Mahon




Edwina Burnett

Michael Krause



Faye Dodd

Sharon Carlson



Alanda Jackson

Pat Hosick




Peggy Hayes

Lynda Hickley




Belinda Jeffries

Gail Sandsbury



Nancy Wesoff

Jeannie Epperson



Dave Thiesse

Eva Shults

Melvin Taylor




Guests

Melanie Villalobos



Renee Rooker

Lori Boies




Saul Ramirez

Ron Oldham




Nola Popoola

Pam Thompson



Eric Schonher, MGI

Kurt Wiest




Bill Schaffner, MGI

Martha Kennedy

Revonda Stordahl

Frank Pacheco

Gail opened the meeting and asked everyone to introduce themselves and tell which agency they had started with and housing authorities they had been with since then.
In her opening remarks, Vice President Monahan talked about how wonderful it is to be upbeat about what’s going on.  She’s excited that the industry may be in best shape that we’ve been in years.  Thanks to NAHRO and Saul for all NAHRO did on the stimulus package and with the transition team at HUD. 
On goals she talked about numbers of members and asked Mary Pike to give a report.  Our numbers of agencies and individuals are up slightly.  There was a list developed and distributed to region and chapter presidents and staff that listed the agency, the number of associates they received and then listed the associates currently listed with NAHRO.  There is the hope that they will go through the list and contact those agencies that still have free spots available.  
Gail asked if the Committee could be given those lists as well and Mary said yes.  Regional members of the Committee could work with the presidents and staff and their regional and chapter committee members to break up the list into smaller chunks so that directors with open spots could more easily be contacted.  Mary also indicated that she would do a sample email to be used asking the directors to use their full allotment.  Gail suggested that we could have a competition between regions on which could increase the percentage use of the allotments the most.  Mary will look at how that can be done.

Mary also said that she hopes to start sending out thank you letters to agencies that renew and include their updated associates list reminding them that they can add or make changes to it at any time.  She hopes to start these this Spring.
Asked about associate id numbers and why all associates at the agency don’t seem to receive the emails, Mary said that all associates with emails are added to the Washington Update, Associates Advantage and Monitor Online lists.  If associates are not receiving them, it is because we do not have a current email for them, the email has been blocked by the agency, or the person has unsubscribed themselves.  They could call to make sure we have the correct email.  It was noted that we should be sure to point out the power of increased numbers.  In all cases, it is important to point out the value, the “what’s in it for me”.
Mary hopes to send a notice to all associates by the end of March with their id numbers and then start sending emails to all new associates soon after they are entered into the database.

Gail noted that our goals on mentoring and increasing young professionals are being dealt with by the Young Professionals Ad Hoc group and will be discussed later in the meeting.
In the update from staff, Mary reminded the committee that they had received the advance registration forms for the summer conference and that registration for the rest of the members would open on April 1.  

If you wish to remain on a national committee, be sure to fill out the volunteer form at so staff can pass this along to your incoming regional president and the chapter presidents.  Appointments to committees do not automatically continue.  http://www.nahro.org/join/AssociatesForm.cfm
Merit Awards entries are up about 9% from last year, but still less than in 2007.  Results from the Regional Juries are due back to Mary by April 20.
The Board of Governor’s response to our recommendation to cease the Summer Conference  resulted in a task force being formed of regional presidents to consider the issue.  They have met by teleconference and email and are submitting the following recommendation to the Board.
Resolution: The Summer Conference Ad Hoc Task Force recommends that the NAHRO Summer Conference continue.  It also recommends that the regions discuss two possible scenarios for improving the strength of the Regions/Chapters and their involvement with National NAHRO.  The first is to consider an eight year regional rotation of the summer conference where the region would forego its summer conference that year and enter into a partnership with National NAHRO to help produce the conference and share in the revenue based on that regions’ attendance.  The second is for the regional leadership to meet and work with National staff to formulate an action plan to help increase region/chapter involvement and to strengthen them.   

There was concern expressed about the timing of Portland Summer Conference, and how long that would mean people were away from their office.  Those on the west coast reminded them that they always have to have a day for travel to get to the East Coast.  The Summer Conference will be over on Saturday at 10:45.  There was a question on whether people still needed to stay over a Saturday night to receive good airline fairs. Several people said that it no longer seemed to be true.
The Committee was then used as a focus group by MGI, the company that NAHRO has hired as our marketing consultants for all our products.  Eric Schonher, and Bill Schaffner told us a little about MGI and the contract with NAHRO and asked the Committee to tell them what things caused them to think “Wow! I belong to NAHRO”

Brain Storming Discussion.

Need NAHRO certifications that mean something inside and outside of the industry

Need to understand that NAHRO is the vehicle—what’s in it for me.

Professional development

Networking

Opportunities for growth

Assists in doing job

Being able to rely on professional support.

Is the PD valuable?  To Gail, no.  not if HUD doesn’t require.  You can learn on the job.

There is an inconsistency in the quality of the materials given out at the conference.  Poor quality of the PD calendar given out as compared with the “slick” postcard for the conference.
I got good value from the PHM when I took it.  It was a good introduction to NAHRO.  Now we have competition in professional development.

We stopped the discussion to hear from President Rooker and Executive Director Ramirez.

Renee thanked the Committee for their dedication and professionalism. Asked us to continue to look for ways to strengthen that commitment and our membership?  She reported back on the requests from the committee.  The Young Professionals group has been working hard and you’ll hear about their activities from Pat Arnaudo later today.  A Summer Conference Task Force was appointed and they will be making a motion to the Board.

Gail acknowledged to Saul that it was wonderful to come to the Legislative briefing and be excited about what was going on.  On behalf of the Committee, she gave thanks to Saul for representing us with the new administration.  
Saul reminded us that we’ve got a new day in the industry and need a new set of perspectives.  We need to take the opportunity to step out of our usual routine, our “boxes” to be leaders in the community in reinvesting and helping.  If we do it well, it will continue to support our programs and help us to bring in additional money to our communities.

He went on to say that there will always be those who want to copy the best.  Let us hear from you on what is working, what is resonating with you, as well as those areas that are challenges.  You will help us better form our overall messaging to be more succinct and more deliberate so that it resonates beyond the believers in this room. We’re not perfect; there are still things to improve on.  We look to you to be our eyes, ears, and sounding board on the messages we need to get out.  We can keep a careful eye on the competition but not worry about them.  Just keep doing what is necessary to show our worth.  You need to help us better define it.  Give MGI that insight.

Back to MGI

What else are Benefits?
Information timely, thorough and addresses the needs of my staff

Advocacy

How effective is NAHRO?
NAHRO is not at the top of the list for PD


When NAHRO’s PD program was floundering, others did a better marketing job of convincing the agencies that they could provide what the agency’s needed.  Agencies continue to use those other providers that have shown them that their quality continues.


Provides quarterly schedules



Will bring it directly to the state/agency

We Need Direct Mail as well as email.
What is the best way to communicate to locals?
If trying to go into area to do a training, call the person.  Service Office, if no chapter staff, 

Working with RSO – in setting up trainings, email or call.  

Changes in last year are good.  Follow up has not been good –certificates from NAHRO didn’t get there.  Nan McKay would have had it there the next day.

Response time varies on inquiries.  
Matt, from the legislative perspective, he wants to know when NAHRO meets with his Senators or Representatives.  
Transparency is needed.

NAHRO need’s to blow our horn more.  Many didn’t know that Saul had been on the transition team or had been offered a job at HUD and refused it.  That’s prestigious and we should have been touting it.
Clarity in emails.  

Webinar if filled up, add a second.   (Many on the Committee didn’t realize that we had added a second.  We need to do a better job of marketing that in the future.)  Also, if it is part of a process with follow on programs intended, market that in the beginning.  This is the first step in the process.
Look for the necessary niches and craft messages appropriately.

Small agencies 

Geographic differences

What would make it more special for you?  Ask them

Need for webinars    need to be more nimble

Things on agenda for young professionals

Search engine maximization.


Conferences



Socializing; 



Sponsor activities by young professionals


Social Networking – do we need to be doing through NAHRO
Young professionals have been brought into NAHRO by their director —“This is something you will do.  You will participate.”  So how do we engage the leadership to do t hat, to make that part of their role.  What is the incentive for the directors/commissioners to send staff to something more than is needed for their particular job?  (Those paying for travel don’t want to hear about a lot of partying.)  If the agency is a high performer, no incentive to do more.
Need for change of perspective about Public Housing—from stimulus there is a new day we need to take advantage of it.

Matt, Delaware has been bringing young people on their Chapter board.  They have made an effort to fill open positions with people under 35.  They have a director’s council for all the directors that includes the “older, seasoned” directors. 
What do we need to at national to remind them to do it? Gail wants a box on the associates form to check that they would be a good committee member.
Need to do something for small agencies.  Need training at local level.  

Conference Postcard—Save the Date needs to be obvious.  Bigger date.  Purpose isn’t clear.  Can’t look at it to decide whether to send staff.   

Gail wants the notes of this discussion sent to the Committee, so they can comment if they think of new things.  Members will respond to Mary, who will send their comments on to MGI.

Gail thanked Eric and Bill for their participation and noted that the discussion had been very worthwhile.  They looked forward to seeing how it would play out in the new marketing materials.

Minutes from the October meeting were approved unanimously.
David Northern had a family emergency and had to return home.  Pat Arnaudo joined the Committee to report on the Intern Program and the Young Professionals Ad Hoc Group. 

Pat handed out general materials on the Demonstration Intern Program. Concept is to start on incubator process this year, tailor it for each agency, and then evaluate the program for next year.

NAHRO currently has contracts for seven interns including contracts with Los Angeles, Newark, 
San Diego, and Charleston.  There are about seven more in final negotiations and more in the discussion phase.
How were those agencies chosen? There was an article in Monitor, those that showed interest.  They were willing to make a financial commitment—intern salary for two years;  NAHRO fee of $2500 a year, expense of attending conference and one certification program; teleconferences, etc.  Estimate that could be as low as $10,000 for two years in addition to the salary.  

Details

Full time worker, adds to succession plan with potential; substantive experience
Pat sought sources of financial support, none as yet.

Why do we pay NAHRO?  NAHRO supplies three candidates based on the agency’s request; provide for four trainings; and additional support; conference calls with the interns and supervisors.  Those interested should contact Pat Arnaudo.  We hope to have it on the website within a month with questions and answers for students and PHAs.  

It was asked if it was designed to work only in a PHA.  At this point, yes.
Mary Jo noted that her small agency is constantly cycling shorter term “interns” through the agency—they could be students, residents, elderly, etc.  She might be  interested in taking advantage of the distance learning, the mentoring or maybe other parts of the program.  Is there a way to put the local agency interns into part of the program? 

Pat also reported for the Young Professionals Ad Hoc Group, since David Northern had to return home for a family emergency.  The group is focusing on how to attract new leaders as well as young professionals.  They are planning a session at the Summer Conference as well as two related sessions at National.  Jacob Fox is planning an evening event for Portland.  They are working to create a bank of promising best practices at agencies.
Matt said that when he is recruiting younger staffers to serve on the Delaware Chapter Board,

he speaks to their interest in making connections—a way to meet your peers; have access to others in the industry; become more of a player in the state housing; more advocacy at state; more of a say in the region and national; having your say in what’s going on, etc. 
Revonda and Pamala reported on 75th Anniversary activities.   The Summer Conference concentrates on the regions.  There will be:

Parade of flags


PowerPoint presentation of pictures from the regions/chapters

Raffling baskets from the regions—proceeds going to the John Carroll Scholarship fund

The celebration will culminate at the National Conference in DC, which will focus on the future.

Committee looked at ways to increase the number of unique emails has for associates.
Be sure to mention in renewal letter and in the planned thank you letter sent to agencies with the associates list.  Remind presidents to mention when they are speaking at there annual meetings.
Changes to the NERC Bylaws were presented.  Committee voted unanimously to send them to the BOG for approval.
We receive printed Regional Reports from MRPC, PNRC, NCRC, SWRC.  No verbal reports were given.
The Committee adjourned.

Following are the minutes of the Sub Committee on Promotion of Individual Awards that met following the Committee meeting.  The minutes of the prior conference call were sent out to the Committee before the meeting.
After discussion of various awards currently offered at the region and chapter level, the Subcommittee recommended that Presidents of the Regions, Chapters and State Associations be tasked with the job of being responsible for making sure that each region submits nominations for the various individual awards. 
While in some cases, they may not have annual recommendations for the Herman or the Lange awards, many have commissioner of the year awards that could be tweaked to be submitted for the Wells award and member of the year awards that could be considered for the Fellows Program.  In addition, by better promotion, they could probably find nominees for the MSC Community Service Awards.  

Staff was asked the remind them of the interconnection of awards and request submission.  When the new presidents are elected this year, the Committee requests that NAHRO add the responsibility for making sure there are nominations to the list of responsibilities that currently exists.

Further, the Sub-Committee recommends that there be a monetary award with each of the awards that the winner would then designate to be given to the non-profit/charity of their choice, preferably in their community.  The money for the awards would be solicited from sponsors as part of what the staff currently solicits for sponsorships.  Amounts of at least $500, preferably at least $1000 are encouraged so that the donations might be media worthy and help to increase awareness of the good works that housing/cd adds to their communities.

Staff was encouraged to consider creating a printed program for the individual awards to be given out at the gala to enhance the importance and awareness of the awards and so that delegates would have something to take home that might encourage them to participate in the future.

The next meeting of the Committee will be Wednesday, July15, 2009 in Portland, OR 

