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O B J E C T I V E S

Learn about a Los Angeles-based property
management company’s experience hosting
Learning Exchanges for their Permanent
Supportive Housing (PSH) management staff.

1.

Explore how Learning Exchanges might be
used by other property management
companies to support staff and protect
against burnout.

2.

To:



L E A R N I N G  E X C H A N G E  ( L E )  D E F I N E D

•An in-person mutual exchange of information
among two or more professionals interested in
learning from each other’s successes and
failures. LE’s are flexible and have evolving
learning aims that can change over time. 

•NOT a didactic practice where “experts” talk
at “learners”; LE’s are collaborative, adaptive,
participatory, and reflective.
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A G E N D A





Home to 9.7 million people 
88 cities and 140 unincorporated
communities

75,000 are experiencing homelessness
on any given night (Point in Time, 2024)

Governing body only made up of 5
elected officials (County Supervisors),
who have broad authority over the
Departments of:

Mental Health
Public Health
Health Services
Social Services 
Aging & Disabilities, among others

L.A. County is
a big place.



In Operation In Pipeline
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L.A. County is
a big place.
Los Angeles Homeless Services Authority (LAHSA)
manages nearly all homeless services and
housing navigation across the Los Angeles
Continuum of Care (CoC).

Neither property management nor case
management typically have any relationships
with residents prior to move in; reverse matching
is discouraged.

As of June 2024, 24,499 project-based units were
online or in development. 

In total, this represents 569 project-based
housing sites across the County. 



Runs In-Home Supportive Services,

some cash assistance programs, and

the CBEST program - which helps

individuals navigate all benefits. 

PROPERTY MANAGERS HAVE TO COME IN
CONTACT WITH MANY DIFFERENT AGENCIES 

Department of Health Services 
Predominantly funds all contract
agencies that provide Intensive Case
Management to PSH properties 

Department of Veterans Affairs and
other Veteran agencies (VPAN,
SSVF, the Salvation Army)

For Veteran specific benefits,

including rental assistance, healthcare,

transport, and case management

Department of Mental Health 

Oversees No Place Like Home funding at

some properties, acting as an active partner

and signing off on SMI verifications; also

provides mental health services via the HSSP

program and runs the Regional Centers

Department of Public Health 

Runs the SAPC program for onsite

substance abuse counseling; provides

guidance on health in congregate living

facilities

Department of Public Social
Services

+ Aging & Disabilities, DCFS, Public Housing Authority, 
LAHSA, the Housing Department, Office of the Public Guardian





T O  E N H A N C E  T H E
W O R L D  I N  W H I C H  W E
L I V E  A N D  E N R I C H
T H E  L I V E S  O F  T H E
P E O P L E  W H O  R E S I D E
I N  O U R  B U I L D I N G S .

-Founded in 1974

-Portfolio of approx. 80 affordable housing properties

(predominantly L.A. area)

-Thirteen (13) properties have a PSH component

Thomas Safran & Associates
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Compliance & 
Lease-Up 

Senior Leadership

Property 
Manager

Regional Property 
 Supervisor

Resident 
Services Lead

Yadi Gallegos 
Zamora

PSH Services 
Coordinator

Director of RCI

Hanna Mark
Director of 

PSH Services

Tom Safran,
Chairman

Maintenance 
Technician

Assistant Property
Manager

THE PSH SERVICES TEAM
TSA MANAGEMENT DIVISION:

Resident & Community Impact (RCI) Team

Senior Director of
Operations



P R I M A R Y  F U N C T I O N S  O F  T H E  P S H  S E R V I C E S  T E A M

Equip PSH Staff
Support the Service
Partnership Advocate

Provide Direct
Services

with the tools, knowledge
and support needed to
work with formerly
homeless residents and
service providers

Establish, maintain, and
supervise the relationship
between property and
case management

For TSA’s PSH needs with
outside agencies

Ensure that non-PSH
residents in PSH buildings
also have access to basic
linkages and referrals as
needed



Let’s Hear from You!Let’s Hear from You!Let’s Hear from You!



“McCadden Youth”
Michaeljohn Horne & 
Thomas E. Jones Youth Housing

26 Unit Transitional-Age Youth (TAY) property
Live-in manager
LA LGBT+ Center (Hollywood)
Opened March 2021
TSA’s first exclusively PSH property



Resident Crises
& Conflicts

What are the biggest challenges property
management staff face? 

P S H  S T A F F  C H A L L E N G E S

Navigating the
Service Provider

Relationship

Balancing
Administrative

Tasks &
Resident Needs

Longstanding
Vacancies

Living 
On-Site

Isolation &
Risk of

Burnout





PSH LE

Ensure staff have the tools,
knowledge, and support needed to

work effectively at PSH sites

Decrease sense of isolation

Reduce risk for burnout

Began Spring 2023 (office staff) and
Fall 2024 (maintenance techs)

Bimonthly, two-hour commitment

Typically 10-12 people/LE
Goals:Mandatory

In-person, off-site



Typical “Agenda”

Ice
Breakers
& Check

Ins

Peer Case
Consults

Psychoed &
Exercises

Accomp-
lishments

Check
Outs



Substance & Alcohol
Abuse

Conflicting Resident
Interests 

Working with 
Service Providers

Navigating Paranoia
& Delusions

Building Emotional 
Intelligence

Mindfulness/
Self Care

Sample LE 
Topics



Example Practice: 
Identifying Resident Strengths



Example
Practice: 
Working with
Behavior
Change



Example Practice:
Working with your Service Provider
During Crises



February 2025: Google doc
survey sent out to the 24
property managers and assistant
property managers who have
ever attended a TSA PSH LE

How’s it
going? 



On average, respondents had worked in
property management for 4 years total

and attended 5 PSH LE’s.

Results (n=14)
Measured experiences before & after
participating 

I feel prepared to 
manage difficult 
interactions with 

residents.

I rarely feel 
exhausted from 

my work.

I am able to 
balance admin 

tasks and 
resident needs.

I am confident in 
my  ability to work 
effectively with my 

on-site provider.



100% agreed that the PSH
LE has helped them feel
more connected to their

coworkers

86% agreed that the PSH
LE has helped them feel

more supported in their role

100% said they would recommend the PSH LE to a colleague

Results (n=14)



What
aspects of
the PSH LE
have been
most
helpful to
you?
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Participant Suggestions

Extend the
invitation

1. 2. Diversify the
learning
approaches

3. Spotlight the
positive

4. Include
supervisors

Include other
managers (i.e., not only
PSH) who may struggle
with challenging
residents

Use hands-on activities
that stimulate cognitive
functions to enhance
information retention

Dedicate time to
positive resident
interactions so the
focus is not only on
negative ones

Bringing in regional
supervisors
occasionally can help
them better
understand what on-
site staff deal with





What We’re Still Grappling With

Are there topics or approaches we are missing? 
Should participation be mandatory?
What else can we do for staff when residents require a higher level of care?
Is this actually improving staff retention?
Is this actually improving housing stability for residents?
Will maintenance techs benefit in the same way or need something different? 



Would this
work in your
company? 

Are you already doing it?
What’s the same or different?



Thanks, everyone.
Please stay in touch.

hanna@tsahousing.com
yadira@tsaproperties.com


