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00;00;05;27 - 00;00;37;04
Carli
Welcome to today's Monthly Community webinar. My name is Carli Cisna and I'm CBA's training institute manager. Thank you for taking the time to join us. Today, we'll be sharing strategies and solutions for integrating credit building into affordable housing programs by hearing from two organizations. Neighborhood Partnership Housing Services and Shoshone Bannock Tribes. Both have been participating in an 18-month community of practice with Credit Builders Alliance, funded by JPMorgan Chase.

00;00;38;01 - 00;01;00;23
Carli
We hope that you'll take away some helpful ideas for implementation from our presenters and from CBA's toolkit, Integrating Credit Building into Affordable Housing Implementation Guide, which is currently available on CBA's Training Institute. We’ll share a link to this in the chat. We'll also be including the implementation guide as a resource with the recording and slides at the end of the month.

00;01;01;29 - 00;01;20;26
Carli
Before turning to today's content, we have our standard housekeeping reminders. First, this webinar is being recorded. We'll send out a link to the recording and slides by January 31st. This is later than usual, but we have some exciting updates planned for our training institute this month. And so we'll just need some extra time to get the webinar up.

00;01;21;27 - 00;01;46;18
Carli
Attendees will remain in listen only mode throughout the webinar. We invite you to engage with us and your peers by setting the chat option to chat with everyone. Closed captions are also available for today's session. You can enable them by selecting the CC Live transcript option on your toolbar. If you have questions for our presenters, please share those in the Q&A and not the chat box.

00;01;46;29 - 00;02;11;08
Carli
We will pause for questions at the end and turning your questions into the Q&A, just allows us to best track the questions that are coming in. A resource we want to call special attention to is the CBA Training Institute. This serves as our hub for credit, building, training and educational materials, including past webinars, e-ccourses, tips, sheets, toolkits, and more.

00;02;12;00 - 00;02;37;04
Carli
CBA Membership grants access to most materials on our CBA Training Institute. We recommend that each staff member associated with your organization set up an account on the Training Institute as there is no need for a shared username. And as a reminder, today's recording and slides will be available January 31st on the CBA Training Institute, and you'll receive a notice via Zoom

00;02;37;04 - 00;03;03;29
Carli
once these resources are live. We have set dates for our 2023 Credit Building symposium, which will take place in Washington, D.C. from June 7th through the 9th. This is a big year as we celebrate our 10th symposium. Our theme is bridging the credit gap. If you subscribe to our newsletter, you'll be getting updates as they're released, including a call for proposals which was sent out last week.

00;03;04;24 - 00;03;32;25
Carli
So we hope that you'll save the date and join us for this special event. So during our time together today, I'll have the honor of introducing our panelists and their programs and then moderating a conversation with them through a series of questions. We'll end with a question and answer session, which will feature questions from attendees. And as a reminder, if you can put any questions you have in the Q&A box rather than the chat box.

00;03;33;08 - 00;04;02;05
Carli
So now that we've covered the housekeeping for today's session, I'd like to introduce our two panelists before I ask them to come on camera. So our first is Lisa Ralph. Lisa is the home buyer development manager at Neighborhood Partnership Housing Services, located in Rancho Cucamonga, California. She is HUD certified and has over 13 years experience working in the nonprofit world, providing foreclosure, pre-purchase, and financial counseling to the community.

00;04;02;25 - 00;04;33;07
Carli
In her position, Lisa leads comprehensive homeownership services to help lower income families and communities of color build wealth and equity through homeownership. We also have Whitney Burns. Whitney is the Tribal Housing Opportunities Program and CDFI manager for the Shoshone Bannock Tribes, located in Fort Hall, Idaho. In the past year, Whitney graduated with her undergraduate in business management. Congratulations, Whitney, and used that to move into the manager position within the department.

00;04;34;12 - 00;05;00;29
Carli
Shoshone Bannock Tribes offers financial education to their clients and to the whole community. So Whitney is continuously looking for new classes to add that will benefit new homeowners and help her community reach their financial goals. Shoshone Bannock Tribes recently added small business education and were able to create a sub program that buys land on their reservation, which they resell to their members so that they can be landowners and put a home on that land.

00;05;02;18 - 00;05;37;04
Carli
So thank you both for joining us to share your expertise. I'm going to share a quick disclaimer and then we'll go ahead and go into our moderated questions. So just want to note our standard disclaimer. The content included in this training is not intended to serve as legal advice. We have made every effort to make sure that the information is up to date, but it is not intended to be a full and exhaustive explanation of any kind of product program or service when working with participants around issues that are legal in nature or deal with contractual agreements.

00;05;37;14 - 00;05;53;15
Carli
Make sure to know your limits and avoid giving participants legal advice or information that is out of your field of expertise. And creating partnerships with pro bono legal services can also be very helpful when these situations arise.

00;05;56;03 - 00;06;04;04
Carli
All right. So I'm going to invite our panelists to come on camera and then we'll move into our moderated Q&A.

00;06;05;12 - 00;06;05;21
Whitney
Great.

00;06;06;29 - 00;06;17;17
Carli
So I would love to start with just hearing from each of you a brief overview of your affordable housing programs. So, Whitney, can we start with you?

00;06;19;07 - 00;06;43;18
Whitney
Sure. Hello, everybody. My name's Whitney Burns, as you heard, and I'm from from Idaho. But this is Shoshone Banning Tribes. And our program is still fairly new. I think we've been around for about six years now. And we're here because homeownership is huge, and especially on the reservation. And a lot of people want to be homeowners, but they don't even know where to start.

00;06;44;04 - 00;07;04;09
Whitney
And so we were created so we can actually get the ball rolling, so we can actually teach the financial part of it, because that's where people got stopped, because they had no idea that their credit wasn't looking good or maybe they didn't even have credit. So the council actually was like, okay, we're going to hire you guys to help.

00;07;04;09 - 00;07;22;23
Whitney
And it's really our employees. We have over like 600 employees and a lot of them want to be homeowners, and that's where we came in, or a lot of them got homes passed down to them. And then it's like, how do I take care of a home or where do I begin? So that's what our programs and we're always evolving.

00;07;23;09 - 00;07;40;01
Whitney
Just like that, we're going to start another program. What we're going to teach after you get the home, what do you do? So like I said, fairly new program, but we're here and it's just for the whole community so we don't turn anybody away. You don't have to just be Shoshone Bannock. If you're living here, we're here to help.

00;07;40;22 - 00;07;46;27
Whitney
So that's just a little bit about our program. Yeah.

00;07;47;03 - 00;07;50;07
Carli
Thank you. And how about you, Lisa?

00;07;52;05 - 00;08;21;23
Lisa
Hi. Good morning, everyone. Again, my name is Lisa Ralph, and I'm with NPHS and we are located in Rancho Cucamonga in California. So for us, we've been around for going on a little over 30 years and mainly our main focus is homeownership. And we offer a lot of programs. And of course, you know, we've added several things to our programs.

00;08;22;03 - 00;08;47;18
Lisa
But one of the big things that we're known for and we're very happy with is we're able to offer downpayment assistance. And if you're in California, you know that the price of homes are really high. So any type of downpayment that we can provide to our clients is very helpful in making a difference between them being able to get into a home

00;08;47;19 - 00;09;25;02
Lisa
or not. But we're also doing a lot of other things. We do have some rental properties. We don't have very many, but the few that we do have, we've either acquired or we have been donated land from the counties and we build manufactured homes on the land to be able to sell. We just recently sold three homes on manufactured homes on land that we built, and these are secured to the land.

00;09;25;02 - 00;10;06;06
Lisa
They're not, they are on a foundation. So without these programs, we these families would not have been able to purchase. So we were able to also incorporate down payment into the homes. So it made it very affordable for the clients and pretty much our education is a big component of our programs. We try to provide as much education as possible to the community and it's whether you're looking for it, whether you're looking to buy a home, whether you need the help with your credit.

00;10;06;14 - 00;10;15;22
Lisa
We feel that the education part is the best place to start. Thank you.

00;10;16;02 - 00;10;33;13
Carli
I think that's a great place to maybe segue us into the next question, which is could each of you and Lisa, maybe you start this time, Could each of you share a product service or a tool that has been really helpful for your program to implement credit building?

00;10;34;21 - 00;11;15;00
Lisa
Yes. So we have been very successful with the secured credit card. We get a lot of clients. The majority of our clients here are Hispanic and do not believe in banks. Right. They don't believe in banks. They don't believe in having their money put into the bank. They prefer to keep all their money at home. So through education, we've helped them be able to open bank accounts as well as the secured credit cards.

00;11;15;00 - 00;11;41;28
Lisa
And that has been a big difference because a lot of these clients come to us with absolutely no credit. They've had no credit history. They never... everything that they purchased is cash. So in order to get them started, we get them started with the secured credit cards slowly and we educate them on how to use the card. Right.

00;11;41;28 - 00;12;07;22
Lisa
We definitely don't want them to overspend. And and we let them know that as we build the credit, they can start building that credit. And eventually we can have enough credit to where we can hopefully get them into a home soon. But that's really where we've started. Is the secured card has been really big for us and our community.

00;12;08;11 - 00;12;14;13
Carli
Just a follow up question. Is that a product that you offer in-house or that you referred to?

00;12;14;21 - 00;12;15;03
Whitney
We do.

00;12;15;03 - 00;12;19;01
Lisa
Not. We refer out to our partners.

00;12;20;03 - 00;12;21;06
Carli
Whitney, I'll move on to you.

00;12;23;00 - 00;12;46;05
Whitney
Yeah. So I would say for us, it would definitely be what we teach the credit building, where we teach anything. We actually for us, we actually make it a lot of cultural. We base it around cultural. And so we teach we actually we don't just say, okay, this is it. We're because we get a lot of people say, well, I don't believe in savings.

00;12;46;05 - 00;13;04;13
Whitney
That means I'm going to die. And I'm like, Well, where where did you learn that at? And because if we really think about it culturally, a long time ago, we were always thinking about the future because we didn't know what that meant. If, you know, we knew winter was coming. So what we do, we started making dried meat.

00;13;04;18 - 00;13;27;01
Whitney
We were always saving for the future. And so that's a big thing that we implement in our classes, is that we actually teach based around culture. And of course, it's not just us. I think that's a good thing. I think about us is, yes, we're here and we can teach you the credit stuff, but there's so many we have so many resources here on the reservation that we actually use them.

00;13;27;12 - 00;13;44;22
Whitney
Some people have like I think a big thing is being ripped off by dealerships and people don't know when they see a nice car that like I could get you into it and they do it and they come in here and they're drowning because they can't pay it. And they're like, but I want to get a home. So we actually reach out to our consumer advocate.

00;13;44;23 - 00;14;18;25
Whitney
So ours is being able to reach out to other resources for our clients to really help them out. And of course, our side of my program that we have here, because we also have credit building and we give them, we'll start off with five hundred till they can get those secured credit like Lisa was talking about, which is great just to start establishing credit or even just the debt consolidation, which is actually huge out here, because here payday lenders are in every corner and people think that's just an easy way to go, which it is.

00;14;18;25 - 00;14;23;16
Whitney
But in the long run, it doesn't help. So a little bit.

00;14;25;08 - 00;14;57;22
Carli
Thank you both for sharing. And I think this you both touched a little bit on the next question, which is, you know, acknowledging that not every housing provider is set up to offer credit building programs and houses. So I guess, will you share with us maybe some models of implementation through which you've offered credit building strategies? And Whitney, I'll start with you this time.

00;14;57;22 - 00;15;25;03
Whitney
Yeah. So I guess I did kinda answer that. It's definitely the referrals. And because we can't do it all, we we'd like to think we can. But of course there's some there's some tricky spots in there. So I would definitely say, but a big thing with us is we definitely offer the financial education classes and sometimes one on one is great, but we have a whole community out here and it's hard for people to take time off.

00;15;25;15 - 00;15;45;27
Whitney
So we actually started to reach out to we have a casino up here, we reach out to them and we had a whole day where they were broken up into sections and we taught financial classes and let them know that we're here because a lot of people still don't know we exist. So we're telling them that we helped them with their credit and that they can be homeowners.

00;15;46;19 - 00;16;20;18
Whitney
We've taught classes in the jails and we're finally getting back into the schools. It was kind of hard with COVID but we're back in the schools. So just teaching that financial education for the whole community and at large has been really beneficial. And then sometimes it's hard for us, sometimes it's just us. So we reach out to our credit program they offer loans to and so they'll come in and they'll either teach or if they want to teach, they bring the food because that's how you bring in people is offer free food and they will show up.

00;16;20;28 - 00;16;45;06
Whitney
Especially, here. And we actually have the Ft Hall housing program also and they do the same thing will either help teach, we'll like co-teach together, we'll come up with the whole class or and same thing, we all refer people. So they're like, Oh, so-and-so sent me or I'm like, I'm going to send you over there. So that's been the biggest part for us because we can't do it by ourselves.

00;16;46;29 - 00;17;01;06
Carli
Could you, would you be able to elaborate just a little bit on the debt consolidation and loans you mentioned? Like any do you know any specifics about those that you can share me? And that's okay.

00;17;01;06 - 00;17;22;03
Whitney
It's not what I'm like. Just kind of I guess kind of like, what do you mean? I mean, those are like our big thing is so when we get a client, we pull their credit and a lot of it is and a lot of it's small debt. And this is kind of just speaking to our more the Native American clientele.

00;17;22;03 - 00;17;50;13
Whitney
But a big thing out here is if you had a referral from the IHS program and you went to the doctor and it's showing up on your credit, that's actually legally the IHS, is that not yours? So they have to take it off. Oh, well, that's another thing because we have so many with all those medical we actually teamed up with the IHS program and you can actually call them set up an appointment just like you do with us, and we give you the copy of your credit.

00;17;50;13 - 00;18;10;06
Whitney
You take it over to them, they see what it is they call. They will get it paid. They will get it taken off right then and there. So that's another one. And then for everything else, like I said, the payday lenders, it's one thing that we do here too, is I have no issue getting on the phone and being like, can we do some sort of settlement?

00;18;10;19 - 00;18;28;04
Whitney
And I think that's another thing is people don't want to have that confrontation. That's a big thing. They're like, Oh, I don't want to do it. But I'm like, that's why we're here. We don't mind and we will try to get some sort of settlement. And then with the CDFI loan, once we get all that settled, we do a loan just to pay those off.

00;18;28;20 - 00;18;34;15
Whitney
They pay us back and then we move on from there. So that that's what we do here.

00;18;36;16 - 00;18;56;13
Carli
Thanks for diving into that. And Lisa, as you answer your next question, I am I do have a follow up question. Does on unsecured cards, if you had any specifics on those like ones that you typically refer to or maybe like some of the terms that are associated with those cards?

00;18;58;00 - 00;19;24;02
Lisa
So for the most part, when I'm speaking with the client, I usually try to refer them back to their own bank through their banking because they already have a relationship with them. Right? And so a lot of times it's easier and it's it's best to open that secured card with whatever banking institution you might already have that relationship with.

00;19;24;11 - 00;19;56;27
Lisa
But if they don't, I usually give them or provide them a list of banking institutions that do offer the card as well as other lenders that may offer the secured card. And usually we try to go with someone who has minimal fees, right? I'm trying to teach them to save and build their credit. So I try really hard to keep them when they're opening their secured card.

00;19;56;27 - 00;20;15;13
Lisa
I definitely want to make sure that they're not going with someone who's going to have an outrageous, you know, annual fee for it. So those are the things that we look for. But typically, I first and foremost will always refer them back to whoever their banking institution is.

00;20;19;01 - 00;20;29;03
Carli
And was there anything else that you wanted to share in terms of models of implementation that have worked well for your organization? Lisa Besides referrals.

00;20;29;29 - 00;21;01;13
Lisa
Yeah, you know, Whitney covered a lot of that, but again, you know, the referrals is the big thing. But building that partnership, right, with your referrals, being able to have those partnerships is a very big component because you're sending your clients, you know, over to them and the clients are coming to you because they trust you, right? You build that trust with your clients.

00;21;01;24 - 00;21;41;04
Lisa
So the partnerships that you have built and you're referring out to, you need to have that trust as well with those partnerships because that client ultimately comes back to me, right? If I'm referring out to someone who does maybe credit repair, another nonprofit that may do extensive credit repair, that client ultimately is only going there to get this repaired, but ultimately will be coming back to me for purchase.

00;21;41;15 - 00;22;10;25
Lisa
So I always like to make sure that my partnerships are, you know, doing good, that I know exactly what their programs are. So I'm able to kind of guide my client over. And I really think that that has really helped us a lot again, because as counselors, we the clients really put a lot of trust in us. And I think that we really, you know, owe it to them to make sure that we're doing our homework as well.

00;22;10;25 - 00;22;26;20
Lisa
And that has really helped. And to have a list of the resources. And we used the Training Institute, as you mentioned, there's a lot of resources available there, so I highly recommend that as well.

00;22;26;20 - 00;22;54;27
Carli
Thanks. It sounds like both of you have been thoughtful and how you can create partnerships and referrals that align with the life cycle of your clients and not just necessarily thinking about, you know, it's our clients don't necessarily come to us maybe with just, Hey, I want to improve my credit and that's it. It's usually I want to purchase a home or I would like to find a home to even be able to rent.

00;22;54;27 - 00;23;03;22
Carli
And then how does credit then play into that? Yeah, yeah. But it's not always just for the sake of one goal, but maybe multiple goals.

00;23;04;04 - 00;23;40;08
Lisa
Exactly. Exactly. I think most of the time people don't think about their credit until they want to make, you know, a big move. I want to purchase a car. I want to buy a home or I was looking to invest in something. So a lot of times that's when the credit comes about. I think that a lot of times some clients, not all, but some clients really just don't know the importance of credit and how it can affect them in just everyday life.

00;23;40;08 - 00;23;42;21
Whitney
Right.

00;23;42;21 - 00;24;01;17
Carli
So another question is kind of on the other side of this. Can either of you share maybe some challenges that you've experienced and how you overcame them or some considerations for implementation? And Lisa, we can start with you this time.

00;24;02;08 - 00;24;31;07
Lisa
Sure. So from my agency and here in California and I mean, maybe it's everywhere, right? Credit is very hard to talk about sometimes. You know, we don't want to talk about it openly. We are just, you know, maybe we've made bad decision or maybe we just didn't know. But regardless, that's not something like we've mentioned that someone is just looking to fix their credit.

00;24;31;18 - 00;25;13;08
Lisa
So at our agency, we have found ways to implement the credit building, the financial coaching all into our homebuyer, development program. And so anyone coming through the program, whether you need to fix your credit or ultimately you're coming because you want to purchase a home, you are still going to receive the financial coaching, the credit building because we feel that it's really important regardless if you want to buy a house or not, just credit building and having that knowledge of all of the what goes with the credit is very important.

00;25;13;18 - 00;25;37;23
Lisa
So everyone that walks through our door in every program that we offer, we have found a way to somehow implement the credit building and the financial coaching to that. And that has been that was a big struggle for us in the beginning because we tried to implement it standing alone and offer classes, but we really didn't get a good response.

00;25;38;02 - 00;25;46;10
Lisa
But once we implemented it into our other programs, we saw a really big difference.

00;25;46;23 - 00;26;10;08
Whitney
Thanks for sharing about you. And I think with this it's definitely been a learning experience. I know when this program first started, it was really just based on credit fixing, kind of getting it ready and then homeownership. Well, then some people who were kind of at the higher end were like, okay, I want to stick build. And we're like, okay, great, do it.

00;26;11;02 - 00;26;50;09
Whitney
But on the reservation, it's not like that. There's not many homes that are for sale here. And then land comes into play and there's about four different programs you have to go through to even just build a home or even if you're doing manufactured just to get a home put on the land. And so because of that, we created another what would I say, what we a whole other I I'm just wondering of what went up my thought my words another like staff position.

00;26;50;09 - 00;27;11;25
Whitney
And so she's the one who we call her the project development specialist. So when you get through us and you get your credit and you're ready to go, you can go to her. She has this nice, beautiful, pretty big folder with every single application for all of those programs out here on the reservation. You get those, fill them out, give them back to her.

00;27;11;25 - 00;27;30;13
Whitney
She turns them in for you because I know a lot of programs would give the runaround. What are you going to do this? You got to do that. Don't come see me till you see them and vice versa. And people would say, okay, I'm done, I'm done. But we didn't want that. So that's why we created that program or that side of our of our program that she's the one who will do the run around.

00;27;30;13 - 00;27;53;00
Whitney
And they meet once every month and they talk about it. Where's this person at? What's going on? She's kind of like the liaison for the client in all these departments, which is awesome. And then I know that some we had an ad and then of course, this CDFI we didn't start off with that, but when we were seeing a lot of this, people needed that consolidation.

00;27;53;00 - 00;28;12;29
Whitney
But because we live on the reservation, there's other things. It's kind of a gamble because you have to go through our court system. If someone doesn't pay back. So it was a little harder for people to get loans. And so that's why we were like, let's bring in the CDFI so we can help our clients. We can help them with this debt consolidation.

00;28;12;29 - 00;28;30;20
Whitney
We're going to take the risk on you guys, and it's honestly paid off. And I'm really happy that all the clients we helped and what you brought up earlier is some people did just come in saying, I want to repair my credit, that's it, nothing more. And we're like, okay. And as soon as we got there, they come back.

00;28;30;20 - 00;28;46;26
Whitney
You know what? I think I do want to get a house. And we're like, Great, right? That's why we're here. And I feel like it. It really opens up people because like Lisa said, they don't have a whole understanding of like what it's doing and how it does bring you down. If you don't have good credit, you can't do all these things.

00;28;46;26 - 00;29;10;12
Whitney
And so people stop and they don't think that big. Like I never knew I could do this. So I'm just happy that we're always expanding again. I think it's awesome that Lisa's program has the down payment assistance. That's something we want to do eventually, and because we haven't, we've actually reached out to the NeighborWorks, our local NeighborWorks, and they're like, We'll work with you guys.

00;29;10;12 - 00;29;19;09
Whitney
We will help your clients with downpayment assistance. So that's just some stuff that we've implemented so far.

00;29;19;09 - 00;29;36;12
Carli
But that sounds like a mix of some in-house systems and positions and just like general flow of how your clients go through your programs, but also really leaning on those referrals and partnerships.

00;29;36;12 - 00;29;36;23
Whitney
Right.

00;29;36;24 - 00;29;56;21
Carli
But what... do either of you have any success stories that you would be willing to share about clients that have participated in your credible services and affordable housing programs, and we can start with you Whitney.

00;29;56;21 - 00;30;18;19
Whitney
Okay. Well, Carli, you've heard this story before, but I love this story. And I had a client come in and again, she just wanted to fix her credit crisis. And she had it was easily over $10,000 worth of debt. And she was like, I know that's bad. I just thought I'd come to, you know, we're going to do this one thing at a time, okay?

00;30;18;19 - 00;30;40;24
Whitney
And she's like, okay, whatever I got to do, I'm going to do it. And so we started out we started calling all the all the debt collectors, and most of them were willing to do settlements. Well, one of them wasn't, and they were giving us a really hard time. And, you know, and she sits here with me. Most of my clients are here with me where we talk to the debt collectors.

00;30;40;24 - 00;31;00;17
Whitney
And she got on the phone and she was just telling this really heartbreaking story about, you know, it's her and her daughter and they're just going through a hard time and this whole really terrible story. And I'm just like, oh, my gosh, I didn’t know. And so they go, you know what? Let's talk to our manager. And they said, you know what?

00;31;00;17 - 00;31;15;26
Whitney
We could do the settlement. And it was one of her bigger ones. And they really came down and they're like, yes, we will accept it, just get it, get it paid. And we got off the phone. I said, Oh, my gosh, I'm so sorry. And she was no, I just said that because he wasn't budging. It. She's like.

00;31;16;05 - 00;31;17;15
Lisa
I had to do that.

00;31;19;11 - 00;31;36;09
Whitney
But I mean, I don't recommend that. But it worked. And then I think a big thing is when you tell them you are trying to get into home ownership, a lot of debt collectors are like, okay, it's funny how many are on your side when they hear that you're trying to get into a home. A lot of them are willing to work with you.

00;31;36;09 - 00;31;56;16
Whitney
So that was kind of our thing. And now she is a homeowner and she's debt free. So and we did a whole year of her just coming in all the time. And we did a spending plan. I think when you use the word budget, it's like saying the word diet. And what happens when someone tells you you're going to go on a diet, you're like, I got to eat.

00;31;56;16 - 00;32;11;22
Whitney
I got to eat. Say what? The budget? I got to spend. I got to spend because I'm going to have to, you know, shape up or ship out. And so we call it a spending plan just because it's not so scary. But I always tell people that think about it the same, right? There's going to be new habits are going to learn.

00;32;11;22 - 00;32;32;08
Whitney
And I was very proud of this client because she did it on her own. She came in and she she wanted it. And I feel like a lot of clients do do want that. They do. And it's just the whole coaching aspect is like, you're there, you're on their side, you're on their team, and you just got to I wasn't even like, you got to be here.

00;32;32;08 - 00;32;52;17
Whitney
I'm just like, okay, let's set up your next appointment. And sometimes you're like, Can I come in sooner? Because I paid, so I'm off and I'm ready to pick something else up. I'm like, Yeah. And I was like, Way to go. You know, just always encouraging her, you know? We try to do it with all of our clients because, you know, they're all just trying to reach the same goal, which is to be financially sound.

00;32;52;17 - 00;32;54;07
Whitney
So that's my story.

00;32;55;20 - 00;33;26;28
Carli
It sounds like you went in this might get into another question that we have, but have us know how to establish trust with your clients. And people feel like your clients feel like they can take action when they're in a room with you and you provide that support and that guidance, and then they can kind of do even end up doing things on their own that maybe before I felt like they weren't sure how that would go, like calling and settling accounts and different things like that.

00;33;26;28 - 00;33;34;19
Carli
So that's great to hear. Thank you for sharing with me. Lisa, did you have any success stories you wanted to share?

00;33;34;19 - 00;34;00;24
Lisa
You know, I do. I had a family that I worked with and I still remember they came into my office and it was a husband and wife and their two little girls. And the husband literally sat here and was like, you know, I don't know what to do. I'm I'm the head of the family. Ah, they were renting at that time.

00;34;01;11 - 00;34;27;12
Lisa
And our landlord has told us that they're going to raise the rent. We won't be able to afford the rent any more. So we need to see what we can do. So, you know, we started like we do every case and we looked at their budget and took a look at the credit. And I noticed that there were a few medical bills that we needed to take care of.

00;34;27;25 - 00;34;55;12
Lisa
And then there was also really no other credit. And so, you know, when conversation with them, I let them know, okay, well, this is what we need to do, but stick around. You know how we're going to build your credit. We do need to create a budget. Let's start on that. We do need to create some type of savings, you know, regularly need to start savings.

00;34;55;20 - 00;35;22;16
Lisa
So we basically started working on a plan. And I will be honest, it wasn't overnight, right? We worked with him. I want to say it was a good nine months and we did speak to the landlord. I did speak to the landlord and they did put them on a month to month as the landlord was fixing up the property to be able to sell it.

00;35;22;16 - 00;35;43;01
Lisa
So there was a lot of things that needed to get fixed in the property. So it kind of helped in our favor because they were able to remain in the property at the time, but we were able to work on their budget, get them to save some money. At the time they were like, Well, I really don't think I can save.

00;35;43;01 - 00;36;09;17
Lisa
And I said, Well, we need to prioritize this. So I was able to. Of course we don't want to give them a scary number, right? Because we don't want to set them up for failure. But we did set up a reasonable amount based on their budget that we felt they could save. And so they began saving monthly and we were checking in every three months.

00;36;09;27 - 00;36;37;22
Lisa
We were checking in. Well, at the end of the nine months, the credit score was up to where we needed it to be, and we were able to get them approved from for a loan. And with the loan and the help of our down payment, we were able to get them in the house. And that was the best feeling because they did come back and the mom came and she sat in my office.

00;36;37;22 - 00;37;13;07
Lisa
It makes me it makes me emotional. But the mom sat here and she was just so excited. She was like, I would be able to get my daughter a puppy because now we have a yard and she was just so proud of what they had done and been able to not only what they did together, you know, as a husband and wife, as a family, but to be able to show their daughters that, you know, with a little hard work and work and that this is our goal and we're just going to work really hard to get there.

00;37;13;22 - 00;37;21;10
Lisa
So it was a really nice ending for them. And it's just one story that just really sticks with me the time.

00;37;22;10 - 00;37;58;10
Carli
Absolutely. Thank you for sharing that, Lisa. I think both of your stories just show how much time and empathetic support both of you provide to your clients and Lisa to go from a crisis situation that your organization was able to help with, then thinking about and moving into their own home and owning a dog, That's incredible. And so I think that's just a those are powerful examples and just appreciate you both sharing along the same lines.

00;37;59;08 - 00;38;13;06
Carli
Do you have any specific ways that you have established trust with your clients to talk with you about credit or finances? And Lisa, I can start with you.

00;38;13;29 - 00;38;42;00
Lisa
Yes. So for me, when I sit with the client, I'm very blunt and I let the client know this is a safe space. And in order for me to really help you, I really need you to be honest with me 100%. And I'm going to say things to you that may that sometimes you don't want to hear, But it's what I need to say to you in order to get you to the next step.

00;38;42;15 - 00;39;17;05
Lisa
And to be very truthful. A lot of times it's really what has helped because Right, I've set right the expectations at the beginning of our counseling and let them know in order for me or any one of my counselors or any counselor for that matter, to be able to provide you the best service that we can, you need to be 100% honest, because I think a lot of times when we're talking about credit, people don't really it's not a comfortable conversation.

00;39;17;12 - 00;39;41;18
Lisa
It's not comfortable. And so a lot of times people don't give you 100% of the truth or they're not telling you everything that you need to know. But in order for me to do my job, I really do need to know everything so that I can best guide you. And so that's one of the things that I really right off the bat let the clients know.

00;39;41;18 - 00;39;50;27
Lisa
And I feel that that really helps establish that trust because I'm being open with them and I'm asking them to be just as open with me.

00;39;52;04 - 00;40;19;08
Whitney
Absolutely. How about you, Whitney? For us, of course, I'm one of them that you come see and one of the counselors. But we have also someone from like an outside and someone who's not from our reservation. And I feel like that's nice because I know a lot of people out here and it gives them the option because some people are really it's sometimes an embarrassing situation when it comes to credit.

00;40;19;08 - 00;40;34;04
Whitney
And I know my sister came through the program and it was funny. At first she didn’t come through me. But now that she's good and she has questions now, she'll come to me. But it's because she's in a good spot. And same with my mother. She's come through and she's like, You are there. I'm not coming to you. You don't even see none of my stuff.

00;40;34;22 - 00;40;59;10
Whitney
And I'm like, That's fine. And and it's funny because we do have someone from the outside, a lot of our elders that come in actually come see me, because you know, they feel comfortable. They're like, you understand? I'm like, okay, so it's giving people that option. And we do. You don't have to just come see me. You could see whoever you feel comfortable with or some people like, I don't really feel like they understood me, so can I come see you?

00;40;59;10 - 00;41;20;22
Whitney
Or vice versa? And we don't get our feelings hurt because we're all here for the same goal. And as as you reach that goal, that's what we're here for. And then even when I get clients, I like to tell them my story, how I've done the phone calls, I've done the settlements by myself and had to be tough and had to go see the consumer advocate for some things.

00;41;20;22 - 00;41;34;26
Whitney
And, you know, so, you know, just to have that personal that I understand, I had really bad credit at a point in time, but now I'm good and I'm going to get you where I'm at, too. So I think that's a good to be personable with your clients.

00;41;36;01 - 00;42;01;17
Carli
Yeah, I'm hearing. So just to kind of sum it up, setting expectations at the front of the session is as important for helping people understand what it looks like to get into maybe a counseling or coaching relationship with your organization and then recognizing those possible dual relationships and give giving people an option for what they feel comfortable with in terms of interacting with you.

00;42;01;17 - 00;42;23;10
Carli
Whitney Or maybe someone else. And then you mentioned that just normalizing for our clients. So, hey, you are not the only person that has ever had credit that isn't at its best place. And here's how you can fix those things. And people do this all the time and you can do it in. Okay.

00;42;25;20 - 00;43;06;25
Carli
All right. Well, let's see. We had a couple of follow up questions, so I'm just going to bring up I’m going to move into that Q&A portion of our session and I'm going to bring up a slide here real quick. All right. So let's see, we had a few other questions and we had a couple of questions. So one was can section eight.

00;43;07;19 - 00;43;53;16
Carli
I think this is probably more for CBA, but if you, Whitney or Lisa have anything to add, please feel free. Can section eight and income based housing clients boost credit scores using rentreporters.com and other like reporting agencies. I can go ahead and answer that first and then if either of you have anything to add, I think this is going to depend. rentreporters.dot com is a direct direct to renter option and so I think this is going to depend on how the direct this particular direct to renter option is set up for more information on direct to renter rent reporting you can visit our technical assistance center and we can put

00;43;53;16 - 00;44;27;02
Carli
the link to our Technical Assistance Center for Rent Reporting and website. All right. And then another question was, do you have assistance for Spanish speakers, immigrants and those with a legal status or just ITINs? So no Social Security number. And again, if you either of you have any resources to add, I know a CBA does have a mini course on our Training Institute called Building Credit

00;44;27;02 - 00;44;52;02
Carli
Without a Social Security number and you can access it. It's available to our members. Everyone on this webinar is a member so we can provide the link for that course. If you're interested in taking that in the chat as well. And then let's see, I'm going to look here at a few more questions. Looks like we have quite a few from attendees.

00;44;52;02 - 00;45;19;08
Carli
Thank you all for your engagement. We have a question from someone that says, Do you alternative credit such as rental payment history, payment of utilities or cell phone bills that get paid on a monthly basis? So do either of your organizations engage in looking at alternative credit sources and either of you consider them?

00;45;19;18 - 00;45;44;19
Whitney
I was going to say, I know that ours does, because it's just kind of like Lisa said, a lot of our clients don't believe in even having a bank account, especially our older clients that are so scared that the banks are going to take their money and so when they go to get a home, sometimes we work with the it's called the HUD 184, and it's just for Native Americans to get into mortgages.

00;45;44;19 - 00;46;09;06
Whitney
And if a client's on that side, they actually will accept all of those nontraditional bills. They will say, let's see the phone bill. Let's see their rent, you know, and they will accept all of that. And so that is one thing that we we actually do a lot of is that nontraditional credit.

00;46;09;06 - 00;46;13;10
Carli
Anything from you, Lisa, that you want to tell?

00;46;13;10 - 00;46;49;11
Lisa
So we do as far as my programs, do not review that. I do, however, know that for our downpayment assistance, our that department will on a per client basis, depending on the situation, may use this if there is no credit. So they may use the rent or utility bills as credit to be able to provide them the down payment.

00;46;50;02 - 00;47;11;16
Carli
Okay, great. Thank You. Do you know of or have any referrals for any stellar, responsible online fintech lenders that you know of or have referred clients to, maybe for like small doller loans or credit builder loans?

00;47;11;16 - 00;47;12;29
Whitney
Not that

00;47;14;08 - 00;47;36;26
Carli
No worries. And then do either of you have resources or support for victims of domestic violence and financial abuse who are interested in settling back rent payments?

00;47;36;26 - 00;47;38;10
Lisa
Virtually? I do not.

00;47;38;19 - 00;47;59;10
Whitney
Okay. And I was going to say ours is unique. That's a hard thing because we're on the reservation. So, yes, we do. But, you know, it's here we have our people right here in house that can help with that. Like I said, we just all work together and all talk together to help our clients. Okay?

00;47;59;18 - 00;48;28;27
Carli
Yeah. So it sounds like that's very specific or local to your community. So maybe a recommendation there would be to try to research any local organizations in your community for those. Another question from the audience is are there any debt consolidation companies or tools you all have that can be shared? How did you all learn how to have this type of conversations with these companies?

00;48;29;24 - 00;48;38;21
Carli
This person says, It seems like you both had this down to a T and would love to learn how to talk to debt, debt companies to help clients.

00;48;38;21 - 00;49;10;12
Lisa
I'm going to be very honest. I think it's just the more you talk to them I think each each call you learn something in my opinion. So I think that just giving them a call and, you know, trying to find a way to negotiate with is always your best bet. But for the most part, I feel like each time that I make a call, it's always I learn something new, right?

00;49;10;12 - 00;49;38;16
Lisa
And then I just kind of apply it. That's something I can apply to the next call. Then I do that as well. And I think also, as Whitney mentioned, personal experience, too. You know, there's been times that I've had to make some corrections on my credit. And I think when it's your own, you're a little more aggressive sometimes to try to get it taken care of.

00;49;39;16 - 00;50;14;13
Lisa
So I think that that has kind of helped, too. But I truly say don't be afraid to make the calls. I think just give them a call and see. And, you know, sometimes I'll be honest with you, you get someone who just really is unwilling to help you. And they say the same things to my clients. Hang up and try again because you the next call, you might get someone else who's a little more willing to to hear you out or to help you out, or at least give you the guidance.

00;50;14;13 - 00;50;37;00
Whitney
That you need. Yeah, I agree, Lisa. And also just knowing your rights, like not just talking crazy, really knowing for your state what you can and cannot do. I know I've gone through the NeighborWorks training to be certified and I learn more. And then even with the CBA that that training that we did, I think credit as an asset I learned a lot.

00;50;37;12 - 00;50;52;19
Whitney
And so I'm like, okay, I'm going to use this when I talk to these creditors because you know your right to know what they can and cannot do, and then you even know where to start with your settlement. How much And I always start low. I just go for it and then, you know, kind of negotiate when we're going up.

00;50;52;19 - 00;51;18;01
Whitney
But that's how they do it. But like, like Lisa said, every phone call, you kind of get more and more confident. And payday lenders are awful to work with. But, you know, you just got to be tough and not mean, just kind of like, well, we know you can do this, so can you work with us? And especially when they hear that they are going to get paid, it's like we want to pay this.

00;51;18;01 - 00;51;37;11
Whitney
And if they know the money's there right then and there, they're like, okay, let's do this. Because and I tell my clients, we're not going to do this until you're ready, until you have that money, or we know you're going to get this loan to pay it off. We're not going to call them because then they're going to start calling you and saying, okay, we know you've got money somewhere.

00;51;37;24 - 00;51;52;02
Whitney
So that's another thing to let your clients know is that once you start, you probably will get more creditors because some we have to do one or two at a time and they may have a few more. And so they're going to call because they know that you're paying these off, but it's okay because we're going to get to them soon.

00;51;52;02 - 00;52;07;05
Whitney
We always start with the little ones and then we go to the bigger ones. So we kind of say, okay, the money you want to put towards us that you're going to put towards that. So then you get even more money to put towards paying your creditors. So that's how we do it over here.

00;52;08;01 - 00;52;27;12
Carli
Those are helpful tips. It sounds like both of you are present in the room providing some coaching or maybe role playing, but the client themselves are doing the calls are calling, but the debt collectors?

00;52;27;12 - 00;52;40;12
Whitney
Well, I actually call with my client because my clients are like, I don't want to have that confrontation. And Then they'll say, Yes, I give Whitney, you know, I give her my permission to talk on my behalf. So that's how we do it over here.

00;52;42;05 - 00;52;57;13
Lisa
That's the same for us. Yes. And we give the opportunity for the client to speak. But for the most part, the client will always give permission. And so it's always the three of us.

00;52;57;13 - 00;53;20;22
Carli
Thank you. I appreciate that. Another question is, what's the best tip that you could give to an organization that's interested in implementing kind of building into their housing programs, but just isn't sure where to start? And I'll start with either of you really.

00;53;20;22 - 00;53;39;29
Whitney
I would say just reaching out, it's always about making like we've talked about this whole thing of making those connections, and especially when you want to get started. There's so many resources out there. So first, reach out locally. Anyone you know locally, Like I said, we reach out to our NeighborWorks because they're just right next door. That was first step.

00;53;39;29 - 00;53;56;00
Whitney
And then nationally, like CBA, you know, we just all of those resources that you have, I would start making those connections because they can you get started and then you can make it your own from there.

00;53;56;00 - 00;53;58;00
Carli
Great. Anything you wanted to add there? Lisa?

00;53;59;18 - 00;54;01;15
Lisa
No, the same as with me.

00;54;01;25 - 00;54;19;10
Carli
Okay. Yeah. And I think this kind of goes along the same lines. But, you know, an attendee mentioned like it seems hard to build relationships with other organizations. How do you do you feel like most organizations are approachable when you want to build partnerships or have referrals?

00;54;20;29 - 00;54;55;09
Lisa
I can go. I feel that, yes, they're very approachable. I think that at the end of the day, we all really just want what's best for the client. And so however we can help or contribute to that is is great. So that's how we built our partnerships because at the end of the day, I think really it's we're all here because we're mission driven and we believe in the mission and we just want to help people.

00;54;55;09 - 00;55;13;06
Lisa
And so we connect with those partners, the same partners that believe in the same mission, that have the same goal, and really at the end of the day, want to do the same for the clients as we do.

00;55;13;06 - 00;55;34;02
Whitney
Yeah, I agree. Lisa. I know when we started reaching out, people were like, Oh my gosh, we were waiting. Like we didn't know who to get in contact with, with the tribes. And now I feel like all the banks are competing right now. A lot of like, well, I will give, you know, whoever opens up 500 and and I'll do you know, it was started at three and now it's up to five.

00;55;34;21 - 00;55;54;01
Whitney
So a lot of people are like, yes, we want your guys that stuff. And they're like, what? What else is next? What classes do guys all teach? And the banks actually come out here and they help us with our small business class. They like they kind of talked about their own small businesses that they had personally, and then they were like, Do you guys teach other classes?

00;55;54;01 - 00;56;10;12
Whitney
We said, Yeah, we do. We teach classes even for the children, but like, we'll get piggy banks. You know, a lot of a lot of places are really excited to work with you. It's just that reaching out part that you got to do that, to do that work and then build those partnerships of that.

00;56;11;03 - 00;56;39;21
Carli
Yeah. Thank you both. Well, that is going to bring us to the end of our time today. Just really appreciate both of you being willing to share about your own experiences at your organization and how you integrate, integrate credit building into your programs and also just for your participation in the grant the last 18 months and all the learnings that you've brought to that community of practice.

00;56;39;21 - 00;57;02;19
Carli
So thank you everyone for attending. As we mentioned, this webinar will be published by the end of this month, but you can access our integrating credit building into affordable housing implementation guide on the Training Institute at any time through the link that was shared in the chat. And then we'll also be sharing that with the resources via Zoom at the end of the month.

00;57;03;14 - 00;57;06;16
Carli
And we just want to say thank you and we hope that you all have a great day.
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