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MORE THAN A LANDLORD 

The More Than a Landlord Manifesto 

A mission-centered declaration for resident opportunity and self-sufficiency 

John T. Hamilton, Executive Director  |  Lisa Cretella, Director of Community Affairs & Resident Programs 
New Britain Housing Authority 

 

We believe safe, sufficient, affordable housing is not the finish line. It is a foundation from which people can 
stabilize, recover, grow, dream, contribute, and build a future. 

• We will see residents as people with strengths, gifts, histories, responsibilities, and potential—not simply as 
cases, files, units, vouchers, or compliance obligations. 

• We will balance compassion with accountability. Dignity does not require lowering expectations, and 
accountability does not require abandoning empathy. 

• We will listen before we program. A good idea is not a good resident program unless it responds to a real need, 
removes a real barrier, or creates a meaningful opportunity. 

• We will measure more than attendance. We will ask what changed: skills gained, employment secured, 
income increased, education advanced, savings built, leadership developed, stability strengthened, and goals 
achieved. 

• We will refuse to make Resident Services an island. Property Management, HCV, Maintenance, Finance, 
leadership, partners, and residents themselves all contribute to a culture of opportunity. 

• We will make room for innovation. Some ideas will work. Some will fail. We will learn quickly, improve honestly, 
and avoid protecting programs simply because 'we have always done it that way.' 

• We will pursue partnerships before assuming every solution requires a new grant. Communities already 
contain knowledge, institutions, employers, volunteers, spaces, and resources that can be aligned around 
shared outcomes. 

• We will respect that self-sufficiency looks different for different households. Progress for a working family, an 
older adult, a person with a disability, a young adult, or a family in crisis may not look the same. 

• We will protect staff from mission fatigue by giving them clarity, support, boundaries, tools, recognition, and 
permission to acknowledge that this work can be emotionally demanding. 

• We will create opportunities with residents, not merely for residents. Resident voice, leadership, ownership, 
and contribution are part of sustainable community development. 

• We will remember that success is not simply a resident leaving assistance. Success can also be a household 
becoming safer, stronger, more financially resilient, better connected, more employable, more hopeful, and 
better prepared for what comes next. 

• We will keep asking one question: If stable housing is the foundation, what are we helping people build on it? 

OUR COMMITMENT 

We provide housing. We also create conditions in which opportunity can grow. We will do the work with 
professionalism, creativity, accountability, humanity, and hope. 


