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HELENA HOUSING AUTHORITY JOB DESCRIPTION 
Housing Program Operations Manager 

UPDATED August 2022 
                               
FLSA Status/Grade: Exempt, Grade 25  
 
REPORTS TO: Executive Director 
 
Overview: 
The Housing Program Operations Manager works under the supervision of the 
Executive Director. The position provides management leadership of housing program 
operations including local and state Housing Choice Voucher (HCV), public housing, 
homeless, low-income housing tax credit and related resident and participant services.  
Duties include managing all staff, implementing policy, conducting research, ensuring 
policy and regulatory compliance, facilitating efficiency and business process 
improvement, managing staff, and ensuring service excellence.  This position provides 
management and leadership of the daily operations and housing program activities of 
Helena Housing Authority (HHA) and coordinates housing program operations with 
other agency managers. 
 
ESSENTIAL DUTIES AND FUNCTIONS 
 
A.  Program Management       60% of time 
Support the Executive Director in Housing Program management by performing 
research, providing technical support, ensuring policy and regulatory compliance, and 
ensuring service excellence. 
 
1. Write and maintain operational policies and procedures using knowledge of 

HHA objectives and practices as defined by Executive Director and Board of 
Commissioners, consulting with program staff, and researching pertinent 
regulations. Maintain knowledge of changes in Department of Housing and Urban 
Development (HUD) program rules and procedures and suggest changes to HHA 
policies and administrative processes to accommodate changes. 
  

2. Ensure programmatic compliance by examining, evaluating, and investigating 
eligibility for or conformity with laws and regulations governing policy, contract and 
legal compliance; conducting quality assurance reviews of staff work; evaluating files 
for conformance with standards; and conducting periodic internal audits.  This 
includes notifying the Executive Director and legal counsel of significant issues, 
ensuring compliance with established policies and processes, and developing plans 
to address potential compliance problems. 

 
3. Ensure effective program operations including recommending and meeting 

housing program goals and performance benchmarks, as well as coordinating the 
implementation of and compliance with the regulations, policies, and contractual 
conditions of HUD, Federal, State and local government, and Investment partners.  
Review office operating policies, practices, and procedures to identify, recommend 
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and implement improvements in areas such as workflow, reporting, expenditures, 
succession planning, office coverage, etc. 

 
4. Provide oversight of and information regarding the day-to-day HHA housing 

program operations (compliance, reporting, customer service, liaising with 
sponsoring agencies, etc.). This includes ensuring program integrity by monitoring 
production, quality control and data integrity; ensuring staff compliance with the 
Administrative Plan, Standard Operating Procedures, and HUD regulations; 
providing or monitoring reports including providing periodic “dashboard” reports for 
the Executive Director and Board of Commissioners.   Coordinate program 
operations such as compliance and reporting, customer service, and liaising with 
sponsoring agencies.  

 
5. Coordinate customer service and resident relations including training staff on 

appropriate customer service techniques; providing service to customers; and 
responding to complaints from clients including meeting with clients and staff to 
solicit information and prepare recommendations to resolve the complaint.   
Coordinate informal and formal appeal and grievance hearings and related legal 
compliance processes (e.g., postings, lease terminations, evictions, etc.). 
 

6. Respond to complaints, inquiries, and requests in coordination with the 
Executive Director including recommending responses to issues and articulating 
HHA positions on sensitive or controversial issues. 
 

7. Support Executive Director with communications and coordination with 
federal, state, and local governments regarding the implementation and 
administration of public housing programs including providing recommendations and 
assistance on negotiating agreements, developing collaborations, and developing 
projects and initiatives. 

 
8. Plan, direct, or coordinate the use of agency computer systems (e.g., YARDI, 

Rent Café, HUD data systems, etc.) to ensure systems are properly used to record 
and report on housing program data.  This includes serving as a superuser and 
trainer for housing programs, providing user support and problem resolution; 
coordinating with staff and vendors to develop systems or resolve major system 
issues; serve as liaison with other key staff and managers and provide guidance and 
technical assistance to support their use of the system (interact with Maintenance, 
Finance, and Administrative). 

 
9. Ensure the proper and timely submission and maintenance of grant 

applications, administrative plans, cooperative agreements, contracts and 
other documents and agreements necessary to maintain and fund agency 
operations. Providing housing program support (program data, research, policy 
recommendations, etc.) for special projects such as redevelopment and master 
planning, grants, and procurement contracts.  Support the Executive Director with 
program and housing development activities including providing information for 
funding applications.    
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10. Analyze past, present, and expected HHA housing program operations to 
provide information and expertise for planning and program development and to 
identify opportunities for program improvement. Provide short-term and long-term 
objectives, policies, and actions (e.g., planning, budgeting, procurement, etc.). 

 
11. Monitor housing program and fiscal performance to ensure adequate funding for 

program operations and that expenditures comply with Board-approved budgets, 
applicable regulations, and anticipated funding levels. This includes gathering and 
evaluating fiscal data, ensuring the propriety of finance reports and transactions, 
advising the Executive Director on program fiscal issues, and participating in 
housing program budget management. 
 

B. Staff Management        35% of time 
Manage and develop staff including supervising the Public Housing Specialists, Housing 
Choice Voucher and Inspection Staff, and office administrative staff. 
 
1. Recruit and hire employees to ensure adequate staffing.  Ensure compliance with 

state and federal employment and civil rights law throughout the hiring process, 
assign personnel screening and selection committees, make hiring 
recommendations, and ensure proper training and orientation of new employees. 
 

2. Direct program leads and staff to achieve HHA objectives in compliance with 
employment law.  Communicate organizational goals and strategies to staff on a 
periodic basis. Set highest standards of performance for self and staff, assuming 
responsibility and accountability for successfully completing projects on time and 
under budget. Self-impose such standards, rather than having such standards 
imposed.  
 

3. Facilitate and coordinate staff collaboration, meetings, and quality assurance 
and quality control processes. This includes designing and facilitating peer 
reviews of work; identifying and resolving problems; and providing recommendations 
to the Executive Director on process, workflow, and performance issues.  

 
4. Conduct performance reviews for all direct reports and consult with subordinate 

lead workers to complete reviews for their staff promptly and on a regular basis.  
Assess performance in previous periods and set goals for upcoming review periods 
using the established performance appraisal form and process.  Use appraisals to 
create and monitor development plans for each staff member.   

 
5. Arbitrate disputes, resolve grievances, and enforce rules and regulations. 

Implement and monitor corrective and disciplinary action where appropriate.  
 

6. Administer housing program human resource management functions to ensure 
adequate agency staffing in compliance with policy and employment law.  This 
includes supporting Executive Director and Board decisions with Housing staff, 
making recommendations for improvement, maintaining and administering career 
ladders and professional development, and coordinating support services with 
consultants as needed. 
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C. Other Duties as Assigned       5% 
Perform additional duties as assigned by the Executive Director that can include 
meeting with and responding to difficult tenant issues, representing the HHA at 
meetings and events, providing staff support to the Executive Director and Board 
including participating in board meetings, coordinating special projects amongst staff 
and partner agencies, and attending training and education. 
 
Duties and responsibilities may change based on experience of the candidate selected. 
 
JOB RELATED AND ESSENTIAL QUALIFICATIONS 
 
Demonstrated Knowledge of: 
The principles and practices of program administration including planning; program 
management; customer service; budget monitoring; compliance; grant and contract 
administration; general business and office administration principles; business 
communications; computer systems and databases, spreadsheet, Internet, and word 
processing software; office equipment; and customer service and supervisory practices. 
 
Demonstrated Skills and Abilities in: 
 
Communications and Teamwork: Ability to establish and maintain cooperative working 
relationships with all those contacted in the course of work to include fellow workers, 
community members, tenants, and board members; and to communicate effectively in 
writing to produce clear, concise, and accurate correspondence, presentations, and 
reports.  Strong verbal, written and interpersonal communication skills, strong facilitation 
skills and strong conflict resolution skills. 
 
Strong financial skills and experience in budgeting, cash flow monitoring, and variance 
reporting including government accounting practices. 
 
Self-development: Including continuing education in new methods, materials, and 
personnel practices to learn and apply federal and state laws and rules regarding 
business practices and HHA programs. 
 
Efficiency and Effectiveness: To plan, organize, prioritize, and coordinate workflow; 
work independently and meet multiple deadlines; attention to detail and accuracy. Ability 
to set priorities and work independently. 
 
Adaptability to changes and problem-solving skills:  To define problems, collect data, 
analyze and establish facts and draw valid conclusions, deal with abstract and concrete 
variables. High ethical standards and values and demonstrated good judgement. 
 
Software Skills:  Microsoft Office Suite, including Word, Access, Explorer, Excel and 
Power Point; Windows based applications; Database management, and web page 
development and maintenance. 
 
Qualifications: 
A combination of education and experience equivalent to a bachelor’s degree in business 
or public administration, management, or a related field and 4 years of progressively 
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responsible experience including program management, compliance, customer service, 
and supervisory experience. 
 
The HHA prefers candidates with knowledge and experience with HUD and/or other 
similar federally funded programs desired particularly public housing, Housing Choice 
Voucher, federal homeless programs, Low Income Housing Tax Credit (LIHTC) program, 
and with other federal funding mechanisms including (but not limited to) HOME 
Investment Partnerships Program (HOME), and Community Development Block 
Grant (CDBG); or other federally funded and regulated program environments. HHA will 
provide extensive training and professional development in these areas. 
 
Possession of or ability to obtain a valid Montana Driver’s License and a driving record 
acceptable to insurance carriers. 
 
WORK ENVIRONMENT 
Normal work hours: Generally, an 8-hour shift; Monday through Friday between the 
hours of 7 a.m. and 7 p.m.  This position is exempt and will work at the direction of the 
executive director and may be requested to work longer than a 40-hour work week 
during varied hours. 
 
Majority of time is spent indoors in an office environment.    Must be able to work in a 
typical environment using office equipment for at least forty (40) hours per week.  Must 
be able to stand at office equipment or work table for a period of time no less than one 
hour.  Must be able to sit at desks and computer terminals for a period of time no less 
than six hours. Must be able to lean, kneel, rise and twist to retrieve files from a 
standard file cabinet. 
 
COMMITMENT TO SERVICE 
Employees of the Helena Housing Authority are expected to achieve the highest 
standards of personal and professional work performance in commitment to serving 
HHA’s constituents and the Helena community in general.   Ability to work in a team, be 
transparent in written and verbal communication, and show respect and care for people 
from a wide variety of backgrounds is needed on a daily basis.   
 
 
 
 
 
EMPLOYEE SIGNATURE        DATE 
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