
   

 

 

 
 

 

Oakland City Auditor 

 

 

 

 

A Best Practices Analysis of Municipal 
Landlord & Tenant Education and Outreach 

 
 

Christian Arana, Kevin Howard, and Adithi Vellore 
 

 

 

 

 



 

   

 

Acknowledgements 
 
We would like to thank Oakland City Auditor, Brenda Roberts, for her steadfast 
support, encouragement and positive attitude throughout this project.   As an elected 
official tasked with protecting taxpayers from waste, fraud and mismanagement by 
ensuring responsible, transparent financial practices, our efforts to improve landlord 
and tenant education and outreach in Oakland gained much from her tremendous 
passion to deliver effective governance to the city’s residents.  
 
We would also like to thank the City Auditor’s staff, and in particular, Mark Carnes, 
Performance Auditor in the City Auditor’s office.  Mr. Carnes’ facilitation of key 
resources and data proved crucial in helping us arrive at concrete recommendations in 
improving landlord and tenant resources in the City of Oakland.  
 
Finally, we would like to thank our advisor, Amy Lerman, for her terrific guidance and 
input on this project. 
  



   

Best Practice Analysis: Landlord & Tenant Education and Outreach 

1 

 

Executive Summary 
 
UC Berkeley – Goldman School of Public Policy – Introduction to Policy Analysis 
 
Policy consulting services are offered pro-bono each spring to public sector agencies and non-
governmental organizations as part of the graduate workshop class, Introduction to Policy Analysis 
(IPA).  Graduate students work in small teams under faculty supervision to offer analysis and 
recommendations for complex policy problems and opportunities facing public and non-profit 
agencies.  Student teams identify and weigh policy options, generate analysis and 
recommendations that they present to the client in oral and written reports. 
 
Our team assignment was to evaluate Oakland’s Rent Adjustment Program (Oakland RAP or RAP) 
public outreach and education.  The objectives were to determine whether these include best 
practices so that information is broadly disseminated to the stakeholders (tenants, landlords, 
associations supporting these groups and other concerned citizens); that tenants and landlords 
have the critical information required to act; and that these communication plans promote and 
support the efficient operations of government. 
    
Our research identified educational programs and applications in other benchmark cities – San 
Francisco, San Leandro, and Berkeley, and our recommendations are based on these practices.  

 
Key Findings: [See Audit Report] 
 

The following Best Practices were identified at other Municipalities. 
 

1. Organizational & Procedural Transparency.  Municipalities provide sufficient information 
on rent programs so that tenants and landlords fully comprehend their rights and 
responsibilities, with clear directives to navigate through the process to resolve disputes. 
 

2. Clear & Consolidated Web Resources.  Internet-based (web) resources that are easy to 
read and accessible to users have become crucial in the effort of government agencies to 
provide clear and transparent resources and education to stakeholders.  

 
3. Social Media Presence & Programming.  These tools can have a powerful effect in 

disseminating essential information and this usage has increased across all age groups.  
 

4. Workshops & Seminars.  Hosting such events allows property owners and managers to 
learn about the complex legal and procedural aspects of being a landlord, and tenants to 
have a clear understanding of the rights and protections afforded them.   

 
5. Collaboration with other Agencies.  Collaborative partnerships offer new, shared means 

of outreach and education for landlords and tenants to receive critical information.  
  



   

Best Practice Analysis: Landlord & Tenant Education and Outreach 

2 

 

Overview of Best Practices - Case Studies 
 
Education programs and tools used by other municipalities were used as benchmarks to establish 
standards and best practices for Oakland RAP.  We analyzed best practices for San Francisco, 
San Leandro, and Berkeley, which are facing similar rental housing pressures. The following 
sections describe each of these municipalities’ rent board services. 
 
Rent Adjustment Program Comparisons by Municipality  
 

Type of Service Berkeley Oakland San Francisco San Leandro1 
Rent Program Fee $213 $30 $37 $0 

Rent Increase Petitions Landlord-Based Tenant-Based Landlord-Based Tenant-Based 

Website X X X X 

Workshops/Seminars X X  X 

Social Media Presence X  X X 

Counseling X X X X 

Community Events X X X X 
 

 
San Francisco Rent Board   
 
This Board became effective on June 13, 1979 as a result of the San Francisco Rent Ordinance to 
address the housing crisis occurring in the city at the time2.  Its authority is three-fold: (1) “to 

promulgate rules and regulations to effectuate the purposes of the Rent Ordinance,” (2) “to hire 
staff, including administrative law judges,” and (3) “to conduct rental arbitration hearings, 
mediations and investigatory hearings on Reports of Alleged Wrongful Eviction.” 
 
It has taken a strong lead in providing information in a way that all stakeholders can understand.  
Examples, all of which are available in digital format and are easily printed, include the following: 

 

 Overview of Rent Board services – what we do and what we don’t do 

 Form center with digitally fillable forms  

 Cross-indexed popular topics and most requested documents 

 Board Meeting Agendas, meeting minutes and audio and video archives 

 Monthly and annual workload statistics  

 Stand-alone website, distinct from other offices of the city government  

 A toolbar at the top of the page featuring the most important topics 

 Accessibility features for non-English speakers to translate the site into Mandarin or Spanish 

 Buttons to turn the site into text only and other ADA compliant formats 
  

                                                           
1 San Leandro’s landlord services are contracted out to the Eden Council for Hope and Opportunity, a nonprofit 
organization that works on housing/rental issues in the East Bay. 
2 San Francisco Rent Board, "The Mission of the Rent Board," http://sfrb.org/mission-rent-board   

http://sfrb.org/mission-rent-board
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The San Francisco Board also uses Twitter to broadcast key information concerning rental housing 
in the city. These tweets have included links to rent board meeting minutes and rent increase 
petitions for utility pass-throughs and capital improvements.  
 
We noted that Oakland's Rent Adjustment Program information is housed under the broader 
banner of “Housing & Community Development.” This site mapping buries critical information as 
evidenced in the following screens below with features of interest noted.  
 

 
 
 

San Francisco Rent Board Website 

Oakland RAP Website 
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Berkeley Rent Stabilization Board  
 
This Board was founded in 1980 as a result of the Rent Stabilization and Eviction for Good Cause 
Ordinance3, the mission of which is to “regulate residential rent increases…and to protect against 

unwarranted rent increases and evictions and to provide a fair return to property owners.” 
 
Their website has several prominent features with regard to their support of landlord and tenant 
information access and education: 
 

 Rent Adjustment Calculator for landlords to determine how much they are legally allowed to 
raise the rent. (1.5% CPI for 2016) 
 

 Email Lists Landlords and tenants can choose to receive emails regarding workshops, 
seminars, and registration announcements.  
 

 Rent Ceiling Confirmation Both landlords and tenants can check to see if their property must 
comply with the Berkeley Rent Board requirements.  
 

 Frequently Asked Questions (FAQ) page with common questions from tenants and 
landlords. 

 
 
The Berkeley Board uses Facebook to host information pertaining to rental housing and publicizes 
the date, time, and topics of discussion for the next Rent Board meeting.  A link to the Facebook 
page is posted on its website. 
  
All workshops and seminars are also advertised with direct links to registration pages, offering 
users immediate access to important educational resources and a reliable pipeline for user 
attendance at these events. 

                                                           
3 Berkeley Rent Stabilization Board, “About the City of Berkeley Rent Stabilization Board and Program,” 
http://www.ci.berkeley.ca.us/Rent_Stabilization_Board/Department_Master_and_Collections/TEMP_-
_About_Us_and_Contact_Us/Rent_Board_-_About_Us.aspx  

http://www.ci.berkeley.ca.us/Rent_Stabilization_Board/Department_Master_and_Collections/TEMP_-_About_Us_and_Contact_Us/Rent_Board_-_About_Us.aspx
http://www.ci.berkeley.ca.us/Rent_Stabilization_Board/Department_Master_and_Collections/TEMP_-_About_Us_and_Contact_Us/Rent_Board_-_About_Us.aspx
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The Berkeley Board is landlord based but sponsors and promotes its outreach to both landlords 
and tenants through its free workshops and seminars that are conveniently located at public 
libraries and/or the Rent Board offices and cover a wide range of topics.  They are listed on the 
homepage of the Rent Board website and are posted on Facebook and promoted through the list-
serve that landlords and tenants can opt-in to receive. 
 
Outreach includes partnering with community festivals to inform landlords and tenants about 
services.  The Board has been represented at annual community events over the last several 
years, such as the Solano Avenue Stroll, the Juneteenth Festival, and Sunday Streets.  The Board 
has the opportunity to connect with thousands of people who both own and lease rental property 
by participating in these events,  

 
San Leandro Rent Review Program  
 
This began in May 2001 as a way to provide the city's tenants and landlords a forum to review and 
settle rent disputes4. 

 
The program maintains a clear, consolidated, easy to use website for landlords and tenants and 
includes block text, short lists of relevant web links and bold, colorful typeface to draw the reader's 
attention to important changes to the local rental ordinance.  It also uses the City of San Leandro’s 
social media accounts including Facebook and Twitter to announce important messages.   
  

 
  

                                                           
4 City of San Leandro, "Rent Review Program," http://www.sanleandro.org/depts/cd/housing/rentreview/default.asp   

http://www.sanleandro.org/depts/cd/housing/rentreview/default.asp
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Recommendations for the Oakland RAP [See Audit Report] 
 
Organizational & Procedural Transparency 
 

 Develop clear messaging that includes a short fact sheet about the mission and role of RAP – 
what it does and does not do, and a clearly worded summary of the RAP Ordinance and 
Regulations. 

 Create a frequently asked questions (FAQ) section answering common questions from tenants 
and landlords, using specific content that could be applicable to similar situations.  

 Offer simplified, streamlined explanations of allowable rent increases, with citations of the 
rental ordinance. 

 Track and report the monthly and annual workload statistics for the Oakland RAP program.  
 

Clear & Consolidated Web Resources 
 

 Restructure the website to include reader-friendly features such as ‘white-space’ and updated 
webpage layout, to avoid scrolling through the page to find relevant links; text-only or audio-
now formatting; Spanish- and Mandarin-language resources; and use of sparse, large-point, 
easy-to-read san serif fonts where block text is required. 

 Provide access to major links in a simple toolbar that runs along the top of the webpage. Offer 
secondary links or connections to other relevant resources in a separate sidebar. 

 Develop a "Frequently Requested Forms" link that directs users to the most important 
documents (e.g., rent increase notice, petition filing evidence gathering). 

 Make all forms required by landlords and tenants at any stage of the rental resolution process 
digital, fillable PDF documents that can be completed and submitted online while maintaining 
the current paper process through the US mail for those parties that do not have online access. 

 
Social Media Presence & Programming  
 

 Develop a presence on sites like Facebook and Twitter as a means of enhancing outreach, 
education, and visibility of the Oakland RAP.  

 Coordinate with the existing social media presence of other Oakland City government 
administrations—who have established a following—to direct traffic to RAP social media 
outlets. 

 Cross-index or link to RAP resources across all platforms. Oakland RAP social media should 
link to the RAP web page and other social media outlets, and vice versa. 

 Use social media platforms to issue landlords and tenants regular reminders about important 
deadlines for administrative purposes, notifications about critical changes to rental ordinance, 
or updates about important local news pertinent to rent adjustment regulations and services. 

 Generate YouTube or Vimeo video tutorials to help users navigate the RAP website. 
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Workshops & Seminars 
 
One of the most important ways the case study municipalities have educated and reached 
landlords is through the use of community-based workshops and seminars.  Hosting such events 
allows landlords and tenants to ask specific questions and seek personalized consultation from 
RAP staff and partners. 
 

 Although Oakland RAP currently holds workshops and presentations, we recommend 
furthering the program - scheduling regular, well-publicized events at public meeting sites in 
various parts of the City, such as libraries or City Hall.  These should be available to all 
stakeholders, landlords and tenants alike. 

 

Collaboration with other Agencies 
 
Collaborative partnerships between the local rent adjustment program and other community 
agency stakeholders is an education and outreach best practice identified in San Francisco, San 
Leandro, and Berkeley. 
 
Rental services are mostly targeted to tenants In the Bay Area.  There are multitudes of tenant-
centric services such as the East Bay Community Law Center and Centro Legal De La Raza, as 
well as many private law firms that offer pro bono and paid legal services.  Property owners and 
managers, by contrast, often only have paid member access to singular property owners' 
associations or advocacy bodies, such as the East Bay Rental Housing Association.  As a result, 
Oakland landlords are often left out of creative inter-organizational partnerships intended to 
address the local housing crisis.  
 

 Establish Oakland RAP presence at community events, such as Oakland First Fridays and the 
Oakland Pride Festival. 

 Solicit partnerships with organizations well versed in housing advocacy and landlord education 
services to develop new landlord and tenant education programming. 


