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His Worship Mayor John Tory
Senator Art Eggleton and members of the Mayor's Task Force
on Toronto Community Housing
The Mayorʼs Task Force on Toronto Community Housing submitted its Interim Report
“Improved Living at Toronto Community Housing: Priority Actions” to Mayor John Tory
on July 15, 2015. In its Interim Report, the Task Force called for Toronto Community
Housing to develop action plans within 60 days to address immediate issues identified
by tenants in four key areas: safety and security, building conditions, jobs and
opportunities for residents, and training for staff and contractors. The four action plans
in this document are the result of this work. The board and management of Toronto
Community Housing welcome the opportunity to present these action plans to Mayor
Tory and the Task Force.
Each action plan responds to the considerations recommended by the Task Force in its
Interim Report. The plans include work currently underway or planned, plus additional
work that can be prioritized immediately and in the near-term to further effect positive
and sustainable changes that will benefit Toronto Community Housing residents. In
some cases, we will use or redeploy our existing financial and staffing resources; in
others, we have identified funding support needed to get the job done. This support will
need to be secured from a combination of City Council, federal or provincial
governments, private sector sponsorships or by other means to enable Toronto
Community Housing to undertake this work directly or retain outside services.
Toronto Community Housing shares the Task Forceʼs commitment to improving the
safety of our communities, the condition of our buildings, jobs and opportunities for
residents, and the quality of the services we provide. These goals align with and
support our strategic priorities of quality homes, vibrant communities and service
excellence.
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Moving forward to deliver real change for residents
The programs, both new and expanded, described in each of the action plans, have
been contemplated for some time; however, until now, Toronto Community Housingʼs
ability to deliver on these programs has been constrained by three major issues.
Securing capital repairs funding: Most of our buildings are over 45 years old and in
serious need of repair. We need to do $2.6 billion in capital repairs over a decade, just
to make sure that our buildings stay in fair shape. As of January 2015, some 350
homes were boarded up because they had become unsafe to live in. Unless we can
fully fund our 10-year capital repair plan, we will be faced with having to board up more
than 7,500 homes over the next eight years. Another 4,000 homes will be in critical
condition.
The City of Toronto has committed one-third of the $2.6 billion needed to complete the
10-year capital repair action plan to renew Toronto Community Housingʼs infrastructure.
With this money we are making record investments in capital repairs every day which
are improving homes and quality of life for residents across the city. We are partnering
with the City of Toronto in advocacy efforts to request that the federal and provincial
governments each contribute their one-third share to complete our 10-year capital
repair program.
Recovering from organizational instability: Between March 2011 and April 2014,
Toronto Community Housing endured a prolonged period of instability as a result of
several changes in our board and executive, the departure of many senior managers,
and other factors such as external reviews and investigations.
There has been an interim executive leadership team in place since April 2014 which has
received support and guidance from the City of Toronto. This team has made considerable
progress with stabilizing and rebuilding the company, improving its operations and
business performance, and strengthening our capacity to provide the homes that residents
deserve, while meeting the standards that the City and the public expect.
While we recognize that more needs to be done, we look forward to a continued period
of stability during which we can build on the progress of the past 18 months. This
includes continuing to work alongside the City of Toronto to request that the provincial
government make the necessary legislative or regulatory changes that will enable us to
provide better housing and services to residents.
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Paying for unfunded expectations: Toronto Community Housingʼs mandate as
directed by our shareholder, the City of Toronto, is to provide homes for low and
moderate income households. However, it is expected by City Council and the people
of Toronto that, as the Cityʼs social housing provider, we should do more than a typical
landlord, particularly when it comes to providing access to social programs and
supports for residents, especially young people, seniors and the vulnerable. Although
Toronto Community Housing has willingly assumed these extra responsibilities, we do
not receive any direct funding for these programs—or for other vital services such as
our Community Safety Unit—and must find the money from within our existing budget.
This submission to the Mayorʼs Task Force provides a fresh opportunity to work with
City Council and the provincial government to define a new funding model that would
improve, sustain and enhance the benefits to residents that these programs will
provide.
Next steps
Significant work will continue following the presentation of these action plans to the
Mayorʼs Task Force. Toronto Community Housing will work through its Board of
Directors to:
 Align the action plans with Toronto Community Housingʼs strategic priorities as
reflected in its 2016 corporate goals;
 Develop comprehensive business plans for actions requiring additional funding to
feed into 2016 budget processes;
 Identify further internal efficiencies to offset the estimated cost of plans; and,
 Track the implementation of the action plans through identified metrics and report
on progress to the Board of Directors.
We look forward to making more progress over the coming months as we work with the
City and other partners to make noticeable and real improvements for residents. As
well, we will continue to provide insight, input and recommendations to the Mayorʼs
Task Force as it undertakes the second phase of its mandate.

Bud Purves
Chair

Greg Spearn
President and CEO (Interim)
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About Toronto Community Housing
 The Toronto Community Housing Corporation (TCHC) is a not-for-profit corporation
with a single shareholder, the City of Toronto. Its mandate is to provide homes for
low and moderate-income households.
 With nearly 60,000 residential units in 2,200 buildings (high, mid, and low-rise
apartments and townhouses, as well as 860 standalone houses), Toronto
Community Housingʼs portfolio represents a $9 billion asset for the City of Toronto.
 Toronto Community Housing was created by the City of Toronto in 2002 with the
amalgamation of the Metropolitan Toronto Housing Corporation (formerly Metro
Toronto Housing Authority, which managed the provincial public housing units in the
city) and the Toronto Housing Company (a merger in 1999 of the Metropolitan
Toronto Housing Company Ltd. and the City of Toronto Non Profit Housing
Corporation, also known then as Cityhome.)
 2015 budget: $959.5 million
o $319.3 million capital budget
o $640.25 million operating budget
 We are home to more than 110,000 people
o 38 per cent of residents are children and youth, 37 per cent are adults, and 25
per cent are seniors
o 90 per cent of households pay rent-geared-to-income (RGI), with most RGI
rent assessed at 30 per cent of gross income
o 94 per cent of residents live below the poverty line
o Up to 35 per cent rely on social assistance and another 30 per cent rely on
pensions as their primary source of income
o 29 per cent of households paying RGI have a member with a disability; the
provincial average is 12 per cent
o An estimated one in five residents live with mental health issues
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 With 50 million square feet of residential space, Toronto Community Housing is the
second largest residential landlord in North America, next only to the New York City
Housing Authority. It is also the largest social housing provider in Canada, with
some 90 per cent of public housing units in the Greater Toronto Area and 44 per
cent of Ontarioʼs total public housing stock.
 Toronto Community Housing is the master developer for the revitalization of six
communities (Regent Park, Lawrence Heights, Allenbury Gardens, 250 Davenport,
Leslie Nymark and Alexandra Park) that will include 4,500 new or renovated RGI
rental units and 12,500 new market-rate condominium units making us one of the
largest real estate developers in Canada.
 Toronto Community Housing employs about 1,600 people directly, with more than
15 per cent of employees either current or former residents of our housing.
 More than 1,000 jobs for residents have been created through the revitalization
programs at Regent Park, Alexandra Park, Allenbury Gardens and Lawrence
Heights.
 Toronto Community Housingʼs $2.6 billion, 10-year capital repair plan and
revitalization initiatives are estimated to create an average of 14,200 person years of
employment per year, according to the March 2015 economic impact study
conducted by the Canadian Centre for Economic Analysis.
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including the 60 new hires, will be fully trained on the new cleaning standards and
routines as well
customer
service.
We as
areonalso
finalizing
a model for introducing evening and weekend
cleaning
services,
which
is dependent
on additional
funding.
We are also
finalizing
a model
for introducing
evening
and weekend
cleaning services, which is dependent on additional funding.

completed work

= work in progress with 2015 completion

funding needed

completed work

= work in progress with 2015 completion

funding needed
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Consider live-in superintendents
Toronto
Community
Housing employs approximately 250 superintendents to manage
Consider
live-in superintendents
day-to-day
maintenance.
Toronto Community
Housing employs approximately 250 superintendents to manage

day-to-day
maintenance.
We are
completing a feasibility study to examine the costs and benefits of
employing
live-in superintendents.
Sotofarexamine
this hasthe
involved
consultations
We are completing
a feasibility study
costs and
benefits ofwith
other housing
providers
and Toronto Community
Housing
staff, asconsultations
well as research
employing
live-in superintendents.
So far this
has involved
with into
the
costs
associated
withand
thisToronto
model. Community
The feasibility
study will
beas
complete
by the end
of
other
housing
providers
Housing
staff,
well as research
into
2015.
the costs associated with this model. The feasibility study will be complete by the end of
2015.

2. Improve elevator reliability and performance
2.
Improve
elevator
reliability
performance
Toronto
Community
Housing
has 591and
elevators
in buildings across the city. Of these,

140 elevators
are in urgent
need
replacement
they are aging,
theOfpast
there
Toronto
Community
Housing
has of
591
elevators in– buildings
acrossand
the in
city.
these,
has
been enough
capitalneed
funding
available to –refurbish
replace
140 not
elevators
are in urgent
of replacement
they areor
aging,
andthem.
in the past there
has not
been enough
capital
funding
available
to refurbish
replace
them.
Subject
to funding
being
secured
to address
our $2.6orbillion
capital
repair
backlog,
will replace
140 of to
these
elevators
by 2018.
25,000
Subject towe
funding
being all
secured
address
our $2.6
billionOver
capital
repair
residents
will
benefit
from
these
replacements.
backlog, we will replace all 140 of these elevators by 2018. Over 25,000

residents
will benefit
theseafter-hours
replacements.
In 2015
we willfrom
improve
access so vendors can repair elevators more
quickly,
residentafter-hours
communications
elevators
out elevators
of service,more
and
In 2015 improve
we will improve
accesswhen
so vendors
canare
repair
ask Toronto
Fire
Services
to re-set
elevators afterwhen
fire alarms
so that
theyofare
back up
quickly,
improve
resident
communications
elevators
are out
service,
and
and Toronto
running as
as possible.
ask
Firesoon
Services
to re-set elevators after fire alarms so that they are back up
and running
soon
as possible.
By theas
end
of 2015,
we will pilot monitoring software in 10 buildings to better

identify
andoftrack
elevator
outages, software
based oninthe
experience
By
the end
2015,
we willservice
pilot monitoring
10positive
buildings
to better of
Torontoidentify
Pearson
Airport
withoutages,
similar software.
andInternational
track elevator
service
based on the positive experience of
Toronto
Pearson
International
Airport
with similar
By the end
of 2016,
we will equip
all elevators
withsoftware.
phones so that outages can be
reported
faster.
By the end
of 2016, we will equip all elevators with phones so that outages can be
reported faster.

3. Increase resident satisfaction with repairs
3.
Increase
resident
When
residents
request asatisfaction
repair, it needswith
to berepairs
done quickly. The work should be high
quality
and the service
courteous.
In the
past, we
When residents
requestrespectful
a repair, itand
needs
to be done
quickly.
Thehave
workexperienced
should be high
repairs
not
being
done
right
the
first
time
or
vendors
not
being
on
site
when
they were
quality and the service respectful and courteous. In the past, we have experienced
supposed
be. This
not acceptable.
repairs nottobeing
doneisright
the first time or vendors not being on site when they were
supposed to be. This is not acceptable.
completed work

= work in progress with 2015 completion

funding needed

completed work

= work in progress with 2015 completion

funding needed
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As part of our 2015 corporate plan, we introduced the Closing the Loop pilot project in
Maypart
to measure
resident
satisfaction
repairs. The
project is
customer
As
of our 2015
corporate
plan, wewith
introduced
the Closing
thebased
Loop on
pilot
project in
service
best
practice
from
many
other
service
providers.
After
a
repair
job
is
completed,
May to measure resident satisfaction with repairs. The project is based on customer
residents
receive
a phone
call and
are service
asked to
rate the quality
the work
the
service
best
practice
from many
other
providers.
After a of
repair
job isand
completed,
courteousness
of athe
person
the asked
repairs.to rate the quality of the work and the
residents
receive
phone
calldoing
and are

courteousness
of the person
the repairs.
Feedback
on thedoing
pilot has
been positive. The majority of residents found
staff and vendors
to behas
courteous
and respectful
whileof
attending
unit
Feedback
on the pilot
been positive.
The majority
residentstheir
found
and were satisfied
withvendors
the quality
of courteous
the repairs.
Based
on thewhile
results
of our pilot
staff and
to be
and
respectful
attending
their unit
evaluation
and
the
availability
of
funds,
we
will
expand
Closing
the
Loop
across
and were satisfied with the quality of the repairs. Based on the results of our pilotthe
portfolio
in and
phases,
beginning in
2015.
evaluation
the availability
of October
funds, we
will expand Closing the Loop across the

portfolio
phases,2015,
beginning
in introduce
October 2015.
ByinOctober
we will
enhancements to our contractor/vendor
management
program
to monitor
quality
of work and
performance.
By
October 2015,
we will
introduce
enhancements
to vendor
our contractor/vendor

management
monitor
quality dispatch
of work and
vendor
By
November program
2015, ourtonew
centralized
system
willperformance.
be up and running.
ThisNovember
specialized
teamour
of new
staff centralized
will ensure dispatch
the best vendor
is sent
out to
By
2015,
system for
willthe
be job
up and
running.
complete
repair, and team
that the
scope
ofensure
work isthe
clear
sovendor
that wefor
can
easily
theto
Thisa specialized
of staff
will
best
the
job isassess
sent out
vendorʼs performance.
complete
a repair, and that the scope of work is clear so that we can easily assess the
vendorʼs performance.

4. Improve service in contract-managed communities
About
20 per cent
of Toronto
Community Housing communities
buildings are managed by private
4.
Improve
service
in contract-managed
property
companies.
It is vital
that they
meet the
service
About 20management
per cent of Toronto
Community
Housing
buildings
aresame
managed
by standards
private
as
Toronto
Community
Housing
staff
so
that
residents
receive
consistently
good
property management companies. It is vital that they meet the same service standards
service
no matter
whereHousing
they live.
This
always receive
been theconsistently
case.
as Toronto
Community
staff
sohas
thatnot
residents
good
service
matter where
they live.
This has not
always been
the in
case.
Current no
contracts
with property
management
companies
expire
April 2016. The
contract-management
continues
to be companies
an opportunity
for delivering
costThe
savings
Current contracts with model
property
management
expire
in April 2016.
to
the public while maintaining
service consistency,
but thesefor
benefits
can cost
only savings
be
contract-management
model continues
to be an opportunity
delivering
realized
through
contracts
withconsistency,
clear, well-defined
and
measurable
to the public
whilestronger
maintaining
service
but these
benefits
can only be
performance
expectations.
realized through stronger contracts with clear, well-defined and measurable
performance
expectations.
Right now,
external experts in property management are working with Toronto
Community
Housingexperts
to evaluate
our current
contractsare
andworking
management
Right
now, external
in property
management
with Toronto
frameworks.
Based
on
their
work,
Toronto
Community
Housing
will
issue
a new
Community Housing to evaluate our current contracts and management
Request
for Proposals
property
management
services
by thewill
end
of 2015.
frameworks.
Based on for
their
work, Toronto
Community
Housing
issue
a new
Request for Proposals for property management services by the end of 2015.
completed work

= work in progress with 2015 completion

funding needed

completed work

= work in progress with 2015 completion

funding needed
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5. Address energy costs
Toronto
Community
Housing
5.
Address
energy
costshas a diverse portfolio of buildings with different energy
systems.
Some of our
buildings
electric
heating,
residents
for
Toronto Community
Housing
hashave
a diverse
portfolio
ofwith
buildings
with responsible
different energy
paying
their
ownofheating
bills. These
have
been increasing
to unaffordable
systems.
Some
our buildings
have bills
electric
heating,
with residents
responsiblelevels.
for
paying their own
heating
bills. These
bills
haveofbeen
increasing
to unaffordable
Subject
to approval
by our
Board
Directors
in October,
we will belevels.

providing
financial
reliefoftoDirectors
the 1,200
in this
Subject toimmediate
approval by
our Board
in residents
October, we
will situation
be
who pay rent-geared-to-income
to
assist
them
with
heating
costs
for
the
2015-2016
providing immediate financial relief to the 1,200 residents in this situation
heating
season.
For the 2016-2017
heating
season,
we will costs
have for
a plan
place to
who pay rent-geared-to-income
to assist
them
with heating
the in
2015-2016
explore
heating
options
for these
units, season,
provide continued
financial
heating new
season.
For the
2016-2017
heating
we will have
a plan support
in placefor
to
affected
residents
and
introduce
a
portfolio-wide
energy
conservation
program.
explore new heating options for these units, provide continued financial support for
affected residents and introduce a portfolio-wide energy conservation program.

6. Enhance pest management

As part of
our 2013-2015
strategic plan, Toronto Community Housing centralized
6. Enhance
pest
management

its
management
program
to improve
serviceCommunity
delivery. Results
to date
are
As pest
part of
our 2013-2015
strategic
plan, Toronto
Housing
centralized
impressive
– we
have increased
the volume
of treatments
by 74 per
cent over
lastare
year,
its pest
management
program
to improve
service delivery.
Results
to date
while
managing
reduce
the cost
each treatment
by 34by
per
Outcomes
have
impressive
– we to
have
increased
theofvolume
of treatments
74cent.
per cent
over last
year,
improved
for
residents,
with
the
average
number
of
required
treatments
per
infestation
while managing to reduce the cost of each treatment by 34 per cent. Outcomes have
down
by 11
cent since
and by
33 perofcent
sincetreatments
2011.
improved
forper
residents,
withlast
theyear
average
number
required
per infestation

down
by 11pest
per cent
since lastdepends
year andon
bya33
perbeing
cent in
since
2011. condition for
Successful
management
unit
a suitable
treatment.
issues
may include
excessive
belongings
clutter,for
sanitary
SuccessfulUnit
pestcondition
management
depends
on a unit
being in
a suitableand
condition
issues
suchUnit
as pet
feces,issues
or general
issues.
Many residents
require
treatment.
condition
may housekeeping
include excessive
belongings
and clutter,
sanitary
supports
to
prepare
their
units
for
pest
treatment.
In
some
cases,
furniture
needs
issues such as pet feces, or general housekeeping issues. Many residents requireto be
replaced
considerable
expense
to the
resident. In some cases, furniture needs to be
supports at
to prepare
their units
for pest
treatment.

replaced
at considerable
expense
the secured
resident.a commitment from the City of Toronto
Toronto
Community
Housingtohas
to
identify
further supports
forhas
unitsecured
preparation
for all typesfrom
of pests
andoftoToronto
Toronto
Community
Housing
a commitment
the City
exploretoextending
financial
support
unit
preparation
areand
currently
identify further
supports
forfor
unit
preparation
fortoallseniors,
types ofwho
pests
to
ineligible.
explore extending financial support for unit preparation to seniors, who are currently
ineligible.
Some buildings have very high needs for support around pest control. Toronto
Community
Housingʼs
high-needs
building
approach
to integrated
pestToronto
Some buildings
have very
high needs
for support
around
pest control.
management
shiftsHousingʼs
the focushigh-needs
from reactive
to proactive
pesttomanagement.
The
Community
building
approach
integrated pest
program takesshifts
a whole-building
approach,
residents
and includes The
ongoing
management
the focus from
reactive engages
to proactive
pest management.
monitoring
and asupport
over a period
of several
months.
Whenand
funding
is secured,
program takes
whole-building
approach,
engages
residents
includes
ongoingwe
plan
to expand
program
2016 toofreach
more
residents.
monitoring
and this
support
over in
a period
several
months.
When funding is secured, we
plan to expand this program in 2016 to reach more residents.
completed work

= work in progress with 2015 completion

funding needed

completed work

= work in progress with 2015 completion

funding needed
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SUMMARY: Action Plan to Provide More Jobs and Opportunities
for
Residents
SUMMARY:
Action Plan to Provide More Jobs and Opportunities
for
Residents
At Toronto
Community Housing, we believe it is essential that residents be provided

with employment opportunities to help gain long-term sustainable employment.
At Toronto Community Housing, we believe it is essential that residents be provided
Providing employment opportunities to residents is critical to break the cycle of poverty
with employment opportunities to help gain long-term sustainable employment.
– 94 per cent of Toronto Community Housing households receiving rent-geared-toProviding employment opportunities to residents is critical to break the cycle of poverty
income subsidies live below the poverty line. For many years, we have fostered
– 94 per cent of Toronto Community Housing households receiving rent-geared-topartnerships and developed programs to assist residents with employment outcomes.
income subsidies live below the poverty line. For many years, we have fostered
partnerships
andresidents
developed
programs
assist
residentsaccess
with employment
outcomes.
We believe that
would
benefittofrom
continuous
to employment
and
recreation programs. Partnerships are required to make this a reality because current
We believe that residents would benefit from continuous access to employment and
funding for these programs is inconsistent. The lack of sustainable funding for these
recreation programs. Partnerships are required to make this a reality because current
programs has been acknowledged as an issue by the City of Toronto, in the 2015
funding for these programs is inconsistent. The lack of sustainable funding for these
Service Manager Assessment of Toronto Community Housing.
programs has been acknowledged as an issue by the City of Toronto, in the 2015
Service
Manager
Assessment
of Torontoopportunities
Community Housing.
To
increase
employment
and recreation
for residents, we will:

1. Establish a joint Toronto Community Housing–City of Toronto working group to
To increase employment and recreation opportunities for residents, we will:
collaborate on employment and recreation opportunities for residents
1. Establish a joint Toronto Community Housing–City of Toronto working group to
2. Hire more residents
collaborate on employment and recreation opportunities for residents
3. Seek sponsorships to expand facilities and programs
2. Hire more residents
4. Subject to new funding, increase resident access to recreation and employment
3. Seek sponsorships to expand facilities and programs
programs
4. Subject to new funding, increase resident access to recreation and employment
programs

1. Establish a joint Toronto Community Housing-City working group
collaborate
onToronto
residentCommunity
employment
and recreation
opportunities
1. to
Establish
a joint
Housing-City
working
group
We have proposed
a numberemployment
of recreation and
employment
programs
that can
to collaborate
on resident
and
recreation
opportunities

be introduced when funding is secured. To explore funding opportunities and
We have proposed a number of recreation and employment programs that can
partnerships, we are establishing a joint working group with the City of Toronto. The
be introduced when funding is secured. To explore funding opportunities and
working group will meet regularly and will be tasked with identifying and exploring
partnerships, we are establishing a joint working group with the City of Toronto. The
opportunities to expand and improve programming. Part of this work will be identifying
working group will meet regularly and will be tasked with identifying and exploring
who is best placed to run each program and where it should be delivered. In some
opportunities to expand and improve programming. Part of this work will be identifying
cases, delivering programs in Toronto Community Housing buildings substantially
who is best placed to run each program and where it should be delivered. In some
increases resident participation, leading to better outcomes. In many other cases, the
cases, delivering programs in Toronto Community Housing buildings substantially
focus will be on increasing resident access to City of Toronto programs, helping to
increases resident participation, leading to better outcomes. In many other cases, the
avoid duplication, save money and promote community integration.
focus will be on increasing resident access to City of Toronto programs, helping to
avoid duplication, save money and promote community integration.
completed work

= work in progress with 2015 completion

funding needed

completed
= work
progress
with 2015 completion
Getting
it done: work
Real change
at inToronto
Community
Housing

funding needed

September 10, 2015
Getting it done: Real change at Toronto Community Housing
September 10, 2015

15
15

2. Hire more residents
By more
the endresidents
of October 2015, we will offer two pilot training sessions to provide
2. Hire

residents
guidance2015,
on how
Toronto
Community
By the endwith
of October
we to
willapply
offerfor
twojobs
pilotwith
training
sessions
to provide
Housing.
We
will
also
have
a
new
applicant
tracking
system
in
place
so that
residents with guidance on how to apply for jobs with Toronto Community
applicants
can request
be have
sent job
postings.
Thetracking
system system
will alsoinallow
Housing.
We willto
also
a new
applicant
placeresidents
so that to
directly
request
to be connected
provided
by Toronto
applicants
can request
to be sentwith
job employment
postings. Thesupports
system will
also allow
residents to
Community
Housing.
directly request to be connected with employment supports provided by Toronto

Community
Housing.
We will implement
community economic development strategies based on a new Social
Procurement
Policy,
subject toeconomic
board approval
in earlystrategies
2016. Thebased
new policy
will ensure
We will implement
community
development
on a new
Social
that
we
use
our
purchasing
power
and
work
with
our
vendors,
contractors
and
Procurement Policy, subject to board approval in early 2016. The new policy will ensure
development
partners
to direct
more
jobs,
training
and
scholarships
towardand
residents.
that we use our
purchasing
power
and
work
with our
vendors,
contractors
development
partners
to updated
direct more
jobs, training
and scholarships
toward
residents.
As a first
step, an
procurement
procedure
was adopted
in July
2015
which
permits
Community
Housing
to directly
contracts
As a first
step, Toronto
an updated
procurement
procedure
wasaward
adopted
in Julyunder
2015
$100,000
to
resident-led
businesses.
which permits Toronto Community Housing to directly award contracts under

$100,000
to resident-led
We are also
committing tobusinesses.
a goal of 10 per cent of new jobs from the capital repair
program
being
directed to
Meeting
thisofgoal
contingent
residents
We
are also
committing
to residents.
a goal of 10
per cent
newisjobs
from theon
capital
repairhaving
the
required
skills
and being
able to be
easily this
contacted
employment
opportunities.
program
being
directed
to residents.
Meeting
goal isfor
contingent
on residents
having
We
will
pursue
partnerships
to
increase
access
to
skills
training
for
residents
and
to
the required skills and being able to be easily contacted for employment opportunities.
create
resident
employability
databaseaccess
so residents
can
be quickly
identifiedand
for to
job
We willapursue
partnerships
to increase
to skills
training
for residents
opportunities.
create a resident employability database so residents can be quickly identified for job
opportunities.

3. Seek sponsorship and development opportunities to expand
and programs
3. facilities
Seek sponsorship
and development opportunities to expand

Within
the Toronto
facilities
and Community
programsHousing portfolio, there are 11 multi-purpose common
space
thatCommunity
include amenities
such
as a gymnasium,
kitchen,
youth
Within facilities
the Toronto
Housing
portfolio,
there are 11community
multi-purpose
common
spaces
and seniorsʼ
rooms.amenities
These facilities
area located
in different
neighbourhoods
space facilities
that include
such as
gymnasium,
community
kitchen, youth
across
the
city.
Working
with
the
United
Way
and
private
sector
sponsors,
they can be
spaces and seniorsʼ rooms. These facilities are located in different neighbourhoods
transformed
intoWorking
community
that address
theprivate
challenges
social isolation
andbe
across the city.
withhubs
the United
Way and
sectorofsponsors,
they can
lack
of adequate
services forhubs
residents.
transformed
into community
that address the challenges of social isolation and
lack
of adequate
servicespartners
for residents.
We are
actively seeking
to help revitalize these 11 community hubs. We have
also
developed
approach
to soliciting
more sponsorships
to fund community
We are
actively an
seeking
partners
to help revitalize
these 11 community
hubs. Wehubs
have
and
programming.
also developed an approach to soliciting more sponsorships to fund community hubs
and programming.

completed work

= work in progress with 2015 completion

funding needed

completed work

= work in progress with 2015 completion

funding needed
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4. Increase access to youth recreation and employment programs
When new
fundingtoisyouth
secured,
we proposeand
to expand
or develop:
4. Increase
access
recreation
employment
programs
new funding
secured,
weprograms
propose toforexpand
orand
develop:
When
year-round
ActiveisLiving
sports
children
youth;
 a
sports-based
afterschool
program;
year-round
Active
Living sports
programs for children and youth;
 intergenerational
programming;
a sports-based afterschool program;
 the
YouthWorx employment
program;
intergenerational
programming;
 mentoring
programs;
the YouthWorx
employment program;
 internships;
and,
mentoring programs;
 employment
training.
internships; and,
 employment training.

SUMMARY: Action Plan to Improve Customer Service
SUMMARY: Action Plan to Improve Customer Service

Toronto Community Housing provides a significant volume and wide variety of services
to
residents
every day.
Last year
alone,a we
had over
one million
interactions
and
Toronto
Community
Housing
provides
significant
volume
and wide
variety of
services
responded
to
450,000
maintenance
requests.
Every
one
of
these
interactions
is
to residents every day. Last year alone, we had over one million interactions andan
opportunity
to 450,000
deliver amaintenance
great customer
experience.
that we haveisnot
responded to
requests.
EveryWe
onerecognize
of these interactions
an
delivered
consistent
customer
service
across
our
portfolio
in
the
past,
and
we
are
opportunity to deliver a great customer experience. We recognize that we have not
committed
to improving
this forservice
residents.
We our
have
alreadyinbegun
making
delivered consistent
customer
across
portfolio
the past,
and changes
we are to
improve
service
standards
our interactions
withalready
residents.
We making
also recognize
committed
to improving
thisand
for residents.
We have
begun
changesthe
to
need
for
a
more
comprehensive
and
longer-term
strategy
to
create
a
customer
service
improve service standards and our interactions with residents. We also recognize the
cultureforthat
is based
on respect and
amongst
staff
contractors.
A critical
need
a more
comprehensive
and courtesy
longer-term
strategy
to and
create
a customer
service
part
of
implementing
this
strategy
will
be
training
for
all
staff
in
2016.
culture that is based on respect and courtesy amongst staff and contractors. A critical
part
implementingthis
thisaction
strategy
willwill
beimprove
training residentsʼ
for all staffsatisfaction
in 2016. with the quality
Onceofimplemented,
plan
of
service
they receive
Toronto
Community
Housing. This
action plan
Once
implemented,
thisfrom
action
plan will
improve residentsʼ
satisfaction
with will:
the quality
1.
Take
immediate
action
to
improve
customer
service
of service they receive from Toronto Community Housing. This action plan will:
2.
and implement
Customer
Service service
Strategy that includes a Resident
1. Develop
Take immediate
action toa improve
customer
2. Charter
Develop and implement a Customer Service Strategy that includes a Resident
3. Charter
Train all staff on improved customer service standards and on supporting
residents
3. vulnerable
Train all staff
on improved customer service standards and on supporting
4. vulnerable
Expand theresidents
Closing the Loop program across the portfolio
5.
vendors
and contractors
more accountable
the quality of their work
4. Hold
Expand
the Closing
the Loop program
across thefor
portfolio
5. Hold vendors and contractors more accountable for the quality of their work

completed work

= work in progress with 2015 completion

funding needed

completed work

= work in progress with 2015 completion

funding needed
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1. Take immediate action to improve customer service
As part
of our 2015
plans,to
weimprove
have already
taken steps
to improve customer
1. Take
immediate
action
customer
service






service by:
As part of our 2015 plans, we have already taken steps to improve customer
transforming
service by: the Client Care Centre starting in 2015 to improve call answer times
and resident satisfaction;
transforming the Client Care Centre starting in 2015 to improve call answer times
including
customer
service training for all new staff starting in July 2015; and,
and resident
satisfaction;
creating acustomer
new Service
Integration
in August
focused
on
including
service
training &forDelivery
all new team
staff starting
in 2015
July 2015;
and,
integrated customer service improvement initiatives;
creating a new Service Integration & Delivery team in August 2015 focused on
integrated
improvement
initiatives;dispatch model to improve
In Octobercustomer
2015 we service
will be launching
a centralized

the speed and quality of maintenance services, and work is underway to develop
In October 2015 we will be launching a centralized dispatch model to improve
improved communication tools, including an updated website.
the speed and quality of maintenance services, and work is underway to develop
improved communication tools, including an updated website.

2. Develop a Customer Service Strategy that includes a Resident
2. Charter
Develop a Customer Service Strategy that includes a Resident

During
the 60-day action planning period, we got a head start on developing the 2016
Charter
customer service strategy by consulting with staff and residents, reviewing existing
During the 60-day action planning period, we got a head start on developing the 2016
feedback on satisfaction, seeking ideas from outside experts, and starting work on
customer service strategy by consulting with staff and residents, reviewing existing
customer service principles and standards.
feedback on satisfaction, seeking ideas from outside experts, and starting work on
customer
service
principles
and
These
inputs
helped us
tostandards.
start mapping out a strategy that will be brought to our

board for approval in December 2015. This strategy will support our corporate
These inputs helped us to start mapping out a strategy that will be brought to our
goals and objectives under the 2016 strategic plan priority of “Service Excellence.”
board for approval in December 2015. This strategy will support our corporate
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the Resident
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define our customer service promise. The goal of the charter will be a culture of
We will engage residents in fall 2015 on the Resident Charter to help us better
mutual respect and understanding between residents and staff and a clear definition of
define our customer service promise. The goal of the charter will be a culture of
the rights and responsibilities of residents.
mutual respect and understanding between residents and staff and a clear definition of
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and
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charter
and
our service standards
will be the foundation for the customer service
strategy. We will define the system, process, policy, and resource changes necessary
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strategy. We will define the system, process, policy, and resource changes necessary
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 Aligning the resident engagement system with the customer service strategy to
 ensure
Taking a
critical look
how
our current
internal priorities;
structures and silos are barriers
residents
andat
staff
jointly
define service
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(for
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including
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to
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One ofmanagement.
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public
on our measure
performance
against
One
of the core
elements
of the
be toreporting
more regularly
customer
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satisfaction
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service standards.

3. Train all staff on customer service standards and on supporting
residents
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effective
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Community
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Housingʼs training
plan for with
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Staff working
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partnership
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Canadian
Staff working
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Association
for
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staff
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through
the
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Earlier this year, we delivered training in partnership with the Canadian
and
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The trainingfor
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of through
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about
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andso
support
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as learning about mental health
and illness so as to better understand a personʼs needs.
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4. Expand the Closing the Loop pilot portfolio-wide
Building on the successful pilot program that measures resident satisfaction with
repairs and maintenance, Toronto Community Housing is committing resources to
expanding Closing the Loop portfolio wide. This program checks with residents after a
repair has been completed in their unit to see if the repair was done correctly and if
they were treated respectfully so that action can be taken to improve service quality.

5. Hold vendors and contractors more accountable for the quality of
their work
We are enhancing our contractor performance management team in September
2015 as part of our work to manage vendors and contractors more closely. This
will help outline clear expectations of service delivery to residents, ensure high-quality
work, and ensure that contractors are treating residents with respect and courtesy. The
new team will manage relationships, ensure contractors complete an onboarding
program and create contractor/vendor performance measures. The team will also
implement an enhanced contractor scorecard based on our existing scorecard system
and also used by the City of Toronto.

Other recommendations
This document provides Toronto Community Housingʼs response to recommendations
1, 6 and 7 of the Mayorʼs Task Force interim report, which cover capital repair funding,
resident engagement, and the hiring of a Chief Operating Officer, respectively.

Recommendation 1: Secure additional capital repair funding
Toronto Community Housing has developed a 10-year capital repair plan,
valued at $2.6 billion, to address much needed repairs in our buildings. We
have asked all three orders of government to each pay one-third of the $2.6 billion
balance, approximately $864 million each. The City of Toronto has committed its share
and we have begun advancing much needed capital repair work. We continue to
support the work of the City of Toronto in its efforts to secure federal and provincial
funding for our 10-year capital repair plan through the Close the Housing Gap
campaign. To assist the City in its efforts, we commissioned a study that outlines the
economic, social and environmental benefits that would be realized from investing the
$2.6 billion.
completed work

= work in progress with 2015 completion
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4. Expand the Closing the Loop pilot portfolio-wide
Building
the successful
pilot program
Residentonengagement
system
review that measures resident satisfaction with
repairsWe
andare
maintenance,
Toronto
Community
Housing
is committing
resources
to by
committed to
completing
the Resident
Engagement
System
refresh
expanding
Closing
the Loop
portfolio
wide.
This programelections
checks with
residents
the end
of 2015.
We held
Tenant
Representative
in March
2015after
to a
repair
been 315
completed
in theirRepresentatives,
unit to see if theand
repair
was done
correctly
and if of
elect orhas
acclaim
new Tenant
continue
to support
a variety
they
treated respectfully
sowhile
that action
can be the
taken
to improve
service quality.
otherwere
engagement
opportunities
we complete
refresh.
Continued
improvements to the Tenant Representative system will include holding by-elections for
5. Hold
vendors
and contractors
more
accountable
for the quality
vacant
seats
and developing
a plan to elect
representatives
for standalone
homes.of

their work

Our goal for the renewed resident engagement system is to have a system that
Wea are
enhancing
performance
management
team about
in September
provides
variety
of waysour
for contractor
residents to
participate in
decision-making
their
2015
as
part
of
our
work
to
manage
vendors
and
contractors
more
closely.
This
communities and about improving service to residents. We know that there is desire
will helpresidents
outline clear
of service
delivery toWe
residents,
ensure
among
for aexpectations
variety of ways
to get engaged.
will ensure
that high-quality
residents
work,
and
ensure
that
contractors
are
treating
residents
with
respect
and
courtesy.
The
have a range of options for how to be engaged and that the refreshed system
new team will
relationships,
ensure
contractors
complete an
onboarding
addresses
themanage
requirements
of the City
outlined
in the Shareholder
Direction.
program and create contractor/vendor performance measures. The team will also
During
September
and October
there
will be consultations
residents
acrosssystem
the
implement
an enhanced
contractor
scorecard
based on ourwith
existing
scorecard
city.
A Tenant
Committee
will help to guide the engagement system refresh
and also
used Advisory
by the City
of Toronto.
and provide support to the organization by acting as a consultative body on policies,
procedures, strategic initiatives and the overall service experience of residents. By the
Other
recommendations
end
of 2015,
we will finalize the revised resident engagement system and begin
implementation. Training and capacity building programs will be part of the
This document provides Toronto Community Housingʼs response to recommendations
implementation.
1, 6 and 7 of the Mayorʼs Task Force interim report, which cover capital repair funding,
resident engagement, and the hiring of a Chief Operating Officer, respectively.
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Detailed action plans
Action Plan to Improve Safety and Security
Safety is a major concern for many residents living in Toronto Community Housing
communities. The 2015 Resident Survey found that 28 per cent of our 110,000
residents did not consider their community to be safe and secure. Some communities
are seriously impacted by criminal activity by residents and others who use our
properties for illegal purposes.
Toronto Police Service (TPS) plays a leadership role in addressing criminal activity in
our communities, as it does across the City of Toronto. Toronto Community Housing
works alongside residents, community partners and TPS to promote safety and security
in our communities. Through our Community Safety Unit (CSU) we work closely with
the police to help them fulfill their crime prevention mandate. We have developed
strong strategic and localized partnerships with TPS to better meet the safety and
security needs of different Toronto Community Housing communities.
If fully funded and implemented, this action plan will provide Toronto Community
Housing with the tools needed to improve residentsʼ sense of safety and security in
communities across the city. We will:
1. Implement a new Community Safety Unit model
2. Expand external crime prevention partnerships
3. Aggressively pursue evictions for cause
4. Improve building design and security systems
5. Address false fire alarms, fire safety issues and excessive clutter
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1. Implement a new Community Safety Unit (CSU) model
Toronto Community Housing will implement a new CSU structure in October 2015. The
new model will be designed to develop close partnerships with residents and
community stakeholders and to provide inclusive solutions to safety issues that meet
the needs of Toronto Community Housingʼs large and diverse communities.
The new model will see redeployment of the existing 99 Community Patrol Officers
(CPOs) into 20 geographically assigned patrol zones. Officers will be assigned to
specific zones on a 24/7/365 basis. Our goal is for these Officers to be a frequent and
consistent presence in each community, with CPOs having the time to leave their patrol
cars, walk around the community, attend events, and build trust and rapport with
residents, local police divisions and Operating Unit staff.
When funding is secured for additional CPOs, this model will be expanded to:
 incorporate the principles of the “Ontario Mobilization and Engagement”
framework endorsed by the Ontario Association of Chiefs of Police into the work
of the Community Safety Unit. This model looks to address the precursors of
crime while also undertaking enforcement and community engagement functions;
 increase the number of patrol zones to 30, allowing dedicated CPOs to focus on
a smaller geographic area, helping them build greater trust and rapport with the
community;
 dedicate CSU resources to providing real-time intelligence gathering on specific
community safety issues, and sharing that intelligence more quickly with TPS;
and,
 dedicate CSU resources to proactive and integrated cross-divisional team work
to better support the organization in addressing anti-social behaviour as it arises.
When these initiatives are funded, residents can expect quicker response times from
CSU since staff will have a direct presence in an increased number of communities.
Staff will have more time to spend developing stronger working relationships with
Tenant Representatives and leaders, youth and Toronto Community Housing Operating
Unit staff. Partnerships with local police divisions and external partners are expected to
further improve due to a consistent level of presence and knowledge of specific
assigned communities.
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2. Expand external crime prevention partnerships
Partnership with Toronto Crime Stoppers
The Toronto Police Service cannot address crime if it is not reported. Residents have,
however, voiced fear of retribution if they report illegal activity. Toronto Community
Housing has launched a formal partnership with Toronto Crime Stoppers, which already
serves our communities as part of their mandate. The partnership will promote
awareness of the Crime Stoppers program and provide residents with an anonymous
avenue to report suspicious or illegal activity taking place in their communities. Other
elements include a youth positive ticketing program in partnership with Macʼs
Convenience Stores (where youth are provided with free drink coupons which feature
Crime Stoppers messaging), installation of high-impact Toronto Crime Stoppers
signage, and distribution of public awareness and educational materials. By working
with Toronto Crime Stoppers, Toronto Community Housing will leverage its network of
corporate sponsors and expertise in developing education, awareness programs and
campaigns to develop programs specific to Toronto Community Housingʼs needs.
Partnership with Toronto Police Service
We will build on our strong relationship with the Toronto Police Service to address
safety and security concerns in our communities. In 2015 we conducted 740 joint
CSU/TPS patrols across the portfolio, demonstrating a united front to residents. In 2016
we plan to execute 1300 joint patrols with the help of additional CSU staff and a new
deployment structure. We continue to work closely with the TPS Anti-Violence
Intervention Strategy (TAVIS), and the TPS Divisional Community Response Unit to
target locations that are most in need of support of additional safety and security
activities and strategies.
We will continue to use the joint TCHC-TPS Crime Management Committee to share
information and work collaboratively on solutions to our most complex safety and
security issues. For example, our 571 camera upgrades are a joint effort alongside TPS
to ensure that they are optimally located for crime prevention and to support criminal
investigations.
Launch Community Engagement and Trust Strategy (CETS)
Trust is integral when building safer communities. Working with TPS and the Cityʼs
Community Crisis Response Program, Toronto Community Housing will be exploring
the implementation of a Community Engagement and Trust Strategy in October 2015.
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The partners will work together to identify areas/properties that require further efforts
and attention in relation to community engagement and safety.
CETS would bring Toronto Community Housing, TPS, Toronto Crime Stoppers, and the
City of Toronto together to work on proactively engaging residents in communitybuilding activities. Through a variety of preventative programs and social development
activities, this strategy would aim to tackle ongoing risks within the community in order
to prevent the circumstances that create risk initially. Negotiations between the partners
are ongoing to determine the details and resources required for the strategy.
Continue to refer files to FOCUS Rexdale
Established in 2013, the FOCUS Rexdale program responds immediately to individuals,
families, and groups at risk for involvement in serious violence or crime. This program
is led by three agencies: the City of Toronto, United Way, and Toronto Police Service.
Two Toronto Community Housing staff members sit at the FOCUS Rexdale table.
FOCUS Rexdale facilitates the coordination of responses to manage complex
situations and improve residentsʼ ability to receive necessary services and supports to
manage various issues. Toronto Community Housing has witnessed the success of this
model firsthand and strongly supports its expansion to other parts of the City.
If the FOCUS Rexdale model is expanded, Toronto Community Housing is requesting
that we be able to play a more strategic role in identifying priorities. As a result, we
would be better able to advocate for systemic changes, help shape the eligibility criteria
for the program, and select future locations for the model.

3. Aggressively pursue evictions for cause
Toronto Community Housing has a policy on Evictions for Cause. The policy clearly
states that Toronto Community Housing can apply to the Landlord and Tenant Board
when there is sufficient evidence to support terminating the lease of tenants who:
 substantially interfere with the reasonable enjoyment or with other rights,
interests or privileges of their the landlord or their neighbours;
 damage property;
 commit illegal acts (including drug dealing); or
 impair the safety of individuals or the community.
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The process to secure an eviction can be lengthy. If the case is straightforward, it can
take approximately three months from the date the application is filed until eviction is
enforced. Cases often take longer than this due to adjournments, reviews, the time it
takes for the Landlord and Tenant Board to render its decisions, and the time it takes to
schedule enforcement with the sheriff. On a typical case, it can take six to eight months
for a Landlord and Tenant Board eviction for cause matter to be completed. On more
complex cases, and cases where tenants appeal, it can take well over a year or longer
for a case to be finally resolved.
Toronto Community Housing conducted an internal review of evictions for cause
covering the period of 2010 to September 2013. Eviction files were reviewed for
compliance with our policy and to make recommendations for improvement in
processes related to evictions for cause.
These recommendations have been considered and have been incorporated into the
draft Evictions for Cause Procedure, where applicable. The procedure serves as the
operational management framework for the policy and will be implemented in early
2016. A cross-functional team of staff, including the Commissioner of Housing Equity, is
working to finalize and roll out the procedure.
In conjunction with the policy and procedure, Toronto Community Housing is exploring
a new approach to addressing certain types of anti-social behaviour. In certain cases
(selected based on criteria to be developed and set out in the Evictions for Cause
Procedure) an interdivisional staff team will work together to address anti-social
behavior and to deter recurrence. Plans may include the provision of supports to
residents if there are underlying issues of vulnerability. Cases where there is evident
criminal activity or imminent serious risk to health and safety of residents, staff or the
public will be excluded from this approach. Instead, integrated teams will work together
to expedite the process to eviction as quickly as possible.
The objective of implementing the new procedure is to enable staff to present fair,
appropriately investigated and well-documented applications for eviction to the
Landlord and Tenant Board. By defining the process steps, task owners and standards,
Toronto Community Housing will be more successful in removing individuals who are
compromising security and eroding their communitiesʼ sense of safety, while supporting
others who need help to maintain successful tenancies.
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Advocate for legislative changes to assist with evictions and criminal activity
Existing legislation creates barriers to Toronto Community Housingʼs ability to:
 access information from TPS about illegal activity that has occurred on Toronto
Community Housing property;
 assist residents in removing unwanted persons from their units or the building
where they live; and,
 prevent persons who have been evicted from a social housing unit for
dangerous or illegal conduct from returning to a social housing unit after eviction.
To resolve some of the above issues, Toronto Community Housing is advocating for
the following legislative changes:
The Housing Services Act
The Province should create rules that would allow social housing providers the
discretion to refuse to rehouse a tenant who has already been evicted as a result
of serious behavioural conduct. Currently, Toronto Community Housing does not
have the authority to deny a former resident housing even if they were evicted for
anti-social behaviour.
The Trespass to Property Act
Toronto Community Housing has a number of situations where vulnerable
tenants have essentially lost control of their unit. Tenants allow others to enter
their unit and use it for illegal purposes or purposes that are disturbing others.
These tenants advise that they do not want the person(s) present in their units,
but either because of their particular vulnerabilities or as a result of fear, or for
other reasons, they:
 continue to invite these persons into their units;
 fail to expel the persons on their own;
 fail to call the CSU or TPS to remove the persons;
 warn the persons when CSU or TPS are coming so these persons avoid
detection and removal by CSU or TPS; or
 allow CSU or TPS to remove these persons but then immediately invite them
back in.
Residents have advised that they are afraid to be seen as the ones expelling the
unwanted guests due to concerns over retaliation.
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Amendments to the Trespass to Property Act could specifically allow the resident
to provide a statement revoking his or her right to invite persons onto the
residential complex except for specified persons (i.e., support workers). This
would allow Toronto Community Housing to remove all persons other than the
tenant or the specified persons (i.e., support workers) from the residentʼs unit or
the building even if the resident appears to be protesting the removal.
The Municipal Freedom of Information and Protection of Privacy Act
Expanding the exemptions under MFIPPA could allow social housing landlords
like Toronto Community Housing to obtain information regarding criminal
offences that have occurred on the landlordʼs property when that information is
needed as part of an investigation that may result in termination of tenancy
proceedings at the Landlord and Tenant Board.
Further suggested amendments
Toronto Community Housing is reviewing Ontario legislation as well as legislation
in other provinces to assess whether we should champion further
recommendations for legislative changes.
Develop a communications strategy on Evictions for Cause
In many cases, Toronto Community Housing has taken legal steps against a tenancy
that has negatively affected others in the community due to the conduct of persons who
live in that household. As mentioned above, Landlord and Tenant Board proceedings
can take some time to be resolved. Due to privacy legislation, we are unable to disclose
details of legal proceedings against one resident with other residents affected by the
negative behavior. This often results in the perception among residents that Toronto
Community Housing has done nothing to address their complaints about negative
conduct in the community.
To address this challenge, Toronto Community Housing will develop information
sessions in consultation with residents to help them understand our Evictions for Cause
Procedure. The information shared will not constitute legal advice to residents, but
rather will be aimed at increasing their understanding of the Landlord and Tenant Board
process and timelines. These sessions will also aim to encourage residents to file
complaints about anti-social behaviour that is negatively impacting the community,
educate them on the ways that a complaint can be filed, convey the importance of

Getting it done: Real change at Toronto Community Housing
September 10, 2015

29

being a witness at legal proceedings, and set expectations about what it means to be a
witness.
These information sessions will be implemented as a component of the Evictions for
Cause Procedure in 2016. We will make the materials developed for the information
sessions available through our website and Operating Unit offices for all residents to
access.

4. Improve building design and security systems
Upgrade and expand building security systems
Toronto Community Housing is investing to improve the quality and reliability of building
security systems. This includes the installation of new cameras and door access
systems.
Toronto Community Housing currently has some 5,500 security cameras throughout its
portfolio. As part of our 2015 capital plan, we will continue to replace 521 analog
cameras and add 50 new cameras in 17 communities, home to approximately 14,000
residents. Through our annual capital planning process, we will upgrade building
access systems such as intercoms and key fobs to make buildings more secure.
When funding for the 10-year capital repair plan is secured, we will tender contracts by
March 2016 to convert all our cameras to high definition, install higher speed networks,
and update our digital video recorder stock over three years. Camera upgrades are
being completed in close collaboration with TPS. This increased and accelerated
investment in cameras will assist with greater intelligence gathering for law
enforcement purposes and will act as a deterrent for crime in Toronto Community
Housing communities.
Implement crime prevention through environmental design
Crime Prevention through Environmental Design (CPTED) is an approach to planning
and development that reduces opportunities for crime. Communities, neighbourhoods,
individual homes, and other buildings, may be made safer through the application of
design principles that make it more difficult to carry out negative activities.
The CSU will review and improve our CPTED audit program. As a first step, we will
complete audits in 10 communities by the end of 2015. Once the CPTED audits are
completed, and with resident participation, Toronto Community Housing will develop a
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plan to address the issues identified. We will also apply CPTED principles in all
communities undergoing revitalization or renewal as part of the ReSet Capital Renewal
and Community Transformation strategy.

5. Address false fire alarms, fire safety issues and excessive clutter
Increase resident awareness programs
Toronto Community Housing experiences a high rate of false fire alarms for a variety of
reasons. On average we are charged $2.4 million per year for false fire alarm calls by
Toronto Fire Services (TFS). This is money that we cannot spend on fire prevention
measures, capital repairs, resident programs or operating costs. False fire alarms are
also disruptive to residents. By the end of October 2015 we will develop
communications material that explains the actual costs of these false fire alarms to
residents. We will use the current Participatory Budgeting consultations to draw the
links to this lost revenue and our ability to invest that annual amount back into our
buildings.
We would also like to partner with TFS to deliver annual information fairs at Toronto
Community Housing communities. TFS has agreed to work with us to tailor a specific
outreach program for our communities.
Reduce false fire alarms through new technology
When funding is secured, Toronto Community Housing will introduce new preventive
and deterrent measures in our buildings. One example is the installation and
maintenance of screamer covers on fire alarm pull stations. When a pull cover is lifted,
a loud alarm will sound. This alarm draws attention to the location and may deter
people from pulling the fire alarm for mischievous purposes.
We are also investigating converting more fire alarm systems to include cross zoned
smoke detectors. A cross zone system provides a sounding alarm when one smoke
detector goes off and would only sound an evacuation alarm if two smoke detectors go
off. This type of system prevents a fire alarm from sounding if there is dust in a smoke
detector or if someone is smoking in a hallway.
We are having follow-up meetings with TFS in September to get their advice on these
two options. Several other options and technologies are also under discussion. We will
recommend next steps after the assessment is complete.
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Implement a rigorous process to recover false fire alarm charges
Toronto Community Housing recognizes and accepts that it has a shared responsibility
with residents to reduce false fire alarms through technology investment and resident
education. TFS offers a process to recoup some of the charges that can then be
applied to fire prevention measures.
Toronto Community Housing invests significant staff resources building its cases for
reimbursement. In 2015, we have recouped $40,000 of the $2.4 million that has been
paid in charges. A major contributor to this lack of success is inconsistent data sharing
between TFS and Toronto Community Housing – discrepancies often arise in the
paperwork relaying the cause of the fire alarm. Given that Toronto Community Housing
is a City-owned corporation, we are seeking a more streamlined process to address
how we can recover these charges. Specifically, we have asked TFS to:
1. Complete a tailored service sheet on-site once the fire call is over to identify in
real time the date, time and cause of the alarm. This will help both parties
reconcile the cause and date so that consistent information is used to determine
if Toronto Community Housing should recover some of the charges.
2. Arrange for a dedicated executive table of senior Toronto Community Housing
and TFS staff to meet quarterly to discuss:
 Toronto Community Housing business cases for charge rebates informed
by the new tailored service sheet;
 dedicated commitments between Toronto Community Housing and
Toronto Fire Services regarding joint fire prevention events; and,
 creating helpful standard protocols, such as assistance with resetting
elevators after a fire alarm.
In developing this action plan, discussions have begun with TFS and will continue in the
coming weeks.
Continue referring files to SPIDER
Formed in late 2014, the City of Torontoʼs Specialized Program for Interdivisional
Enhanced Responsiveness (SPIDER) Program is a team of professionals from a range
of City agencies, boards, corporations, and divisions that bring a specialized network of
coordinated supports to complex cases involving unresolved health and safety risks (for
example hoarding of belongings and animals, dilapidated living conditions). The
SPIDER Situation Table aims to develop quick and coordinated frontline responses to
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specific situations, while the SPIDER System Reform Table champions relevant policy
or legislative reforms that would increase the capacity of the participating divisions and
partners to respond effectively to complex health and safety risks involving vulnerable
Torontonians.
Toronto Community Housing is represented at both the Situation Table and the System
Reform Table. Toronto Community Housing makes referrals to the Situation Table
when staff have exhausted all other options with a particular resident and resolution
seems unachievable. As of August 6, Toronto Community Housing has referred 24 files
to SPIDERʼs Situation Table.
Toronto Community Housing recommends that SPIDER focus on improving response
coordination among agencies at the table and that increased funding be allocated to
fund “extreme cleans” of cluttered units. Toronto Community Housing also recommends
that the SPIDER table discuss the alignment of existing clutter scales so that all
agencies involved are collecting data and reporting with the same metrics.
Partnership with Sunnybrook to pilot an innovative hoarding response program
Sunnybrook Hospitalʼs Frederick W. Thompson Anxiety Disorders Centre (TADC) offers
expertise for the treatment of obsessive-compulsive disorder (OCD) and related
disorders, including hoarding. TADCʼs goal is to improve life for individuals with OCD
and related disorders and their families by providing state-of-the-art care and by
generating knowledge through research.
TADC will launch a pilot program that aims to better understand how to effectively treat
hoarding disorder in a Toronto Community Housing building. The goal of the program is
to prevent moderate hoarding, defined as 4-6 on the Hoarding Rating Scale, from
progressing to 7-9 on the Hoarding Rating Scale. Toronto Community Housing staff will
work with TADC and other community partners to conduct outreach, identify suitable
candidates for the program intervention, and provide information with the program
evaluation. The intervention will begin in January 2016.
Based on the results of the program, Toronto Community Housing will continue to
collaborate with TADC and the Local Health Integration Networks (LHINs) to expand
the program to other buildings with a high prevalence of excessive clutter cases.
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Hire additional specialized staff for early intervention in excessive clutter cases
Every year, as part of an annual unit inspection, all Toronto Community Housing units
are assessed using the Clutter Image Rating Scale, a tool with a series of pictures of
rooms in various stages of clutter – from completely clutter-free to units with very
severe clutter. Excessive clutter is often a sign of hoarding, a mental disorder that has a
severe impact on peoplesʼ lives and creates health and safety risks for them and their
neighbours.
All units that score high (7 to 9) on the Clutter Image Rating Scale are flagged to
Community Services Coordinators (CSCs) in the Resident Access & Support (RAS)
Unit. CSCs attempt to make contact with the resident, assess the situation, build
rapport with the resident, and offer the residents the appropriate supports and services
to manage the excessive clutter. CSCs also monitor and follow up with the resident to
ensure that the resident is managing the excessive clutter. Given the complexity of the
situation, it can take CSCs up to 24 months to help residents reduce their excessive
clutter rating to below 7.
In 2014 alone, 549 units were rated as clutter level 7-9 and were referred to CSCs for
follow-up (this does not include the 749 units that were identified as part of 2013ʼs
Annual Unit Inspection process). With only 23 CSCs supporting residents with
excessive clutter, much of their time is spent addressing the significant challenges
faces by units with severe clutter situations.
Heavy CSC workloads mean that resources are not available to support residents
whose units are identified as 4-6 on the clutter scale, despite the fact that research
indicates that these situations warrant intervention to support the resident to manage
the issue and keep it from escalating. In 2014, 3,320 units were identified on the clutter
level 4-6. By hiring additional CSCs, Toronto Community Housing can proactively help
residents manage their unit condition issues and put appropriate supports and services
in place before the issue escalates.
Advocate for long-term funding to sustain the Toronto Hoarding Support
Network
The issue of hoarding in Toronto requires a coordinated and systematic response.
Created earlier this year, the Toronto Hoarding Support Network consists of service
providers who offer different services for individuals with problematic hoarding. An
entity of the Toronto Hoarding Coalition, this network provides one-stop access to
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consultation, training, and assessment services, as well as case coordination services
(where case management cannot be accessed from local agencies) and treatment. For
example, after identifying units on the 7-9 clutter rating scale, Toronto Community
Housing refers residents who have given written consent to the network to set up a plan
to manage the excessive clutter.
The Toronto Hoarding Support Network is led by a steering committee of various
agencies, including Toronto Community Housing. It received one year of seed funding
from the City of Torontoʼs Housing Support Services fund. Given that this network
provides integrated and comprehensive support service for residents with problematic
hoarding, we ask that the Network receive long-term sustainable funding. In addition,
we recommend that the City provide additional funding to the Network to design and
deliver workshops for residents on how to identify and manage hoarding so that
residents have an improved understanding of acceptable unit conditions and respond
more quickly when encouraged to address unit condition issues.
Expand and customize 291 George St. model to priority buildings
At 291 George Street – a downtown community facing complex challenges – Toronto
Community Housing partnered with social and health service agencies to take a wholebuilding approach to improving the lives of vulnerable residents. The pilot program
improved the physical state of the building, enhanced security services, and integrated
numerous health and social programs into the fabric of the community with
demonstrable success.
Based on the success at 291 George St, Toronto Community Housing will begin
implementing this approach at other sites with disproportionate safety and security,
community, and tenancy management-related issues. Toronto Community Housing is
leading efforts to improve access to formal and informal health, social service, and
community-based supports for residents living in these comparable buildings, create an
environment that deters anti-social behaviour and illegal activities, and redesign the
overall layout and composition to address chronic isolation and marginalization.
Beyond addressing safety, security and building conditions, Toronto Community
Housing is working collaboratively with various agencies, including Toronto Central
LHIN, Fred Victor, and the Toronto Police Service, in order to leverage resources and
services.
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We are expanding the 291 George Street model to other Toronto Community Housing
communities. The model will be tailored to meet the unique needs of each location. By
improving safety and building conditions and implementing customized tenancy
management strategies, Toronto Community Housing expects reduced arrears rates,
reduced anti-social behaviour and an improved sense of community in these buildings.
The collaborative approach should also result in a drastic reduction in non-emergency
hospital visits and high priority calls to police, as has been the case at 291 George St.
Engage hospitals to ensure that they consider residents’ housing conditions
when designing hospital discharge processes
Toronto Community Housing staff have liaised with hospital staff during hospital
discharge planning to ensure that residents return to homes that are conducive to a
quick recovery. This includes coordinating efforts to manage and resolve unit condition
issues such as pest infestation and excessive clutter. It is often the case, however, that
the condition of a residentʼs home is not routinely considered in the hospital discharge
planning process, particularly the ability of older residents to navigate the home
independently in its current condition. When residents returning home to recover face
issues with the condition of the unit, the result can be poor health and housing
outcomes. This is a challenge across many municipalities in Ontario.
By proactively engaging hospitals to consider the state of a residentʼs home during the
hospital discharge process, residents will benefit from a home that is conducive to
recovery. The City of Toronto can assist Toronto Community Housing in advocating to
the provincial government for improved hospital discharge processes that considers the
condition of the unit, and furthermore, aligns with existing pest management plans.
Toronto Community Housing has buildings located in five different LHINs. While some
LHINs actively engage with social service agencies to support Toronto Community
Housing residents, other LHINs do not. The City of Toronto can assist Toronto
Community Housing in advocating to the provincial government for a single point of
contact to apply for funding and establish partnerships with the five Toronto-area
LHINs. This will help ensure that residents have access to LHIN-funded services
regardless of where they live in the City of Toronto.
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Action Plan to Improve Building Conditions
The condition of Toronto Community Housingʼs buildings is a major issue for many
residents. The 2015 Resident Survey found that 30 per cent of residents are not
satisfied with the general condition of their building, and building conditions were a
primary driver of dissatisfaction with Toronto Community Housing overall. Toronto
Community Housing is keenly aware of the condition of each building in our portfolio
based on reports from residents and front-line staff, and detailed Building Condition
Assessments.
The reality is that over half our buildings are over 45 years old and have not been able
to be properly maintained due to inadequate funding. These building issues are
compounded by a continued shortage of capital repairs funding and high traffic in some
locations. Regardless of these challenges, we are committed to improving building
conditions so that residents can enjoy their homes and the communities where they
live.
When fully funded and implemented, this action plan will provide Toronto Community
Housing with the tools to improve the state of our buildings to the benefit of residents
across the City. This action plan will:
1. Improve cleaning services
2. Improve elevator reliability and performance
3. Increase resident satisfaction with repairs
4. Improve the service provided by contract-management companies
5. Reduce electricity costs and improve energy conservation
6. Enhance pest management
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1. Improve cleaning services
Toronto Community Housing will improve cleaning services across our portfolio. We are
already addressing resource challenges and issues with consistency in cleaning
service quality, and have introduced an improved service delivery model with the
flexibility to redeploy cleaning resources to other buildings as they are needed. We are
also developing a new model for weekend and evening cleaning that will be introduced
by the end of 2015. Contract-managed buildings will be held to the new standards and
will be required to provide service delivery plans that can be monitored for compliance.
We anticipate that these changes will result in a noticeable difference in building
cleanliness. We are targeting a 15 per cent decline in the volume of on-demand
cleaning requests and a resident satisfaction rating of at least 70 per cent when we
conduct a new survey about cleaning services in 2016. Well-defined service standards,
documented cleaning routines, staff training and performance management will ensure
that changes and more consistency will be evident over the long-term. And with a
communications plan in place to outline the changes, residents will also have a greater
understanding of the service levels to expect.
With the exception of the plan to implement weekend and evening cleaning, the
initiatives outlined below will be implemented using existing resources.
Recruit new cleaners
In July and August 2015, Toronto Community Housing completed recruitment of 60
cleaners to fill vacant positions. As of August 31, 2015, the 60 cleaners are now at work
in our buildings. Twenty-five cleaners have been deployed to buildings with very high
cleaning needs. We have also created a candidate pool of qualified applicants to draw
from to address future attrition and temporary staffing needs for cleaner positions.
Improve the service delivery model
Toronto Community Housing is working with our labour partner CUPE Local 416 to
implement floating cleaner positions. Rather than being assigned to specific buildings,
these cleaners will be strategically allocated between various buildings in one region.
The floating positions will allow us to redeploy staff between smaller buildings or those
with lighter cleaning routines as required, and will also be used to fill staff absences and
supplement demand-based increases in cleaning workload. Implementation of the new
model is targeted for the end of 2015.
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We will continue to use contract cleaning vendors to manage on-demand cleaning
services. To strengthen service delivery among contract service providers, purchase
orders for contract cleaning staff will include the specific elements of the cleaning
routines that the providers are required to complete. This will ensure alignment with
service objectives and strengthen vendor management.
Cleaning routines
Working with our labour partner CUPE Local 416, we have defined specific cleaning
routines for each building type. The routines catalogue each cleaning activity in detail
as well as the frequency, sequence and period of the day in which each task is to be
completed. The cleaning routines document the performance objectives for cleaning
staff and effectively prioritize the steps taken to carry out the tasks. In anticipation of an
evening and weekend cleaning service model, we will draft specific cleaning routines
for each period by the end of 2015.
Enhanced training for cleaning staff
Toronto Community Housing is developing a comprehensive training program that is
aligned to each of the cleaning activities defined in the specific cleaning routines.
Training will focus on the best practices of service delivery, including proper selection
and use of cleaning products and equipment as well as the techniques required to
effectively clean the specific areas within each building type. In addition, cleaners will
receive training on customer service principles to ensure that cleaning is delivered in a
way that demonstrates respect for and responsiveness to residents.
The training will define the standard at which the cleaning routines should be carried
out. It will be facilitated through a mix of classroom and in-building (practical) learning.
The 60 new cleaners have received the upgraded cleaning and customer service
training as part of their onboarding. The remaining cleaners will complete training on
the new standards and customer service by the end of 2015.
Quality assurance and performance management program
With the cleaning routines defined and the training completed, we will monitor
compliance with both the scope of cleaning activities and quality of workmanship
through a sample-based audit of buildings completed on a monthly basis. Community
Housing Supervisors (CHS) will spot-check buildings using a checklist to verify
completion of cleaning work and to score the quality of the cleaning work itself. The
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results will be the basis of new performance reporting on cleaning services and will
enable Community Housing Supervisors to ensure cleaning staff are performing
activities to standard.
Evening and weekend cleaning
Contingent on funding becoming available, Toronto Community Housing will deliver
evening and weekend cleaning services. We are currently exploring four models that
involve different levels of staffing and schedules. A new model will be approved and
implemented by the end of 2015.
Live-in superintendents
Toronto Community Housing employs some 250 superintendents to manage day-today maintenance. We are completing a feasibility study to examine the costs and
benefits of employing live-in superintendents. Work carried out to date includes
consultations with other housing providers and Toronto Community Housing staff, as
well as research into the costs associated with this implementing this model. The
feasibility study will be completed by the end of 2015.
Communicating with residents
Residents are essential partners in maintaining clean buildings. Toronto Community
Housing will launch a “Clean Buildings” communication campaign in consultation with
residents that will focus on communicating cleaning standards, community
responsibilities, waste disposal practices, and how to report incidents requiring
cleaning.

2. Elevator reliability and performance
Toronto Community Housing has 591 elevators in buildings across the city. Of these,
140 elevators are in urgent need of replacement within the next one to three years.
Historically there has not been enough capital funding available to refurbish or replace
these aging elevators. Contingent on full funding of our 10-year capital repair plan, we
will accelerate the pace of work in this area and replace all 140 elevators by 2018.
Elevator disruptions inconvenience residents and we are introducing several protocols
and procedures which will speed up repair calls and improve communications with
residents on the status of elevator repairs. We have also identified hardware and
software solutions that can be implemented.
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We believe that the plan as outlined below will result in greatly improved elevator
reliability and service for residents in the short, medium and long term. Elevator
downtime will be significantly reduced.
The cost of the elevator replacements and enhancements is $28 million but can be fully
covered through the 10-year, $2.6 billion capital repair plan. However, if the provincial
and federal governments do not each commit to their respective one-third of the plan,
this level of elevator replacement and maintenance will not be possible.
Replace aging elevators
We will ramp up the replacement of 140 elevators in urgent need of replacement so
that this work is completed by 2018, reducing disruptions and improving accessibility for
more than 25,000 resident across the city. Our targets are to replace 35 of these
elevators in 2016, 50 elevators in 2017, and 55 elevators in 2018. As long our 10-year
capital repair plan is funded, we will then maintain our elevators across the portfolio in a
fair condition by replacing 30 per year over the next six years, beginning in 2019.
The proposed rate of replacements is significantly higher than in previous years. We
replaced 12 elevators in 2012, nine elevators in 2013, and a total of 35 elevators in
2014 and 2015. Before the end of 2015, work will have begun on 19 more elevator
replacement projects.
Door detectors
Due to their age and condition, many elevator doors in Toronto Community Housing
buildings open too slowly, causing frustration for residents, but also result in damage to
the doors from physical contact. We will accelerate the installation of new door
operators and detectors so that an additional 35 sites are upgraded by the end of
October 2015.
Ensure all elevators are equipped with phones
All elevators being replaced will have a phone (several of the existing elevators
currently do not). Of the elevators not being replaced, we have identified 72 elevators in
27 buildings without phones. We will install phones in these elevators across our
portfolio by the end of 2016.
Provide 24/7 vendor access for elevator repairs
A major factor in the delay of elevator repairs is the lack of access to the building by
vendors on a 24/7 basis. By the end of September 2015, all direct-managed and
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contract-managed buildings will have a key box in place to ensure vendors can access
the buildings when elevator outages occur. We have developed an accompanying key
control process and protocol for access.
Reducing elevator service outages after fire alarms
Fire alarms are a major cause of elevator outages. When a fire alarm is triggered, the
elevator automatically descends to the ground floor and is shut off. The elevator can
only resume service if it is reset manually.
In the short term, we are implementing a new protocol where Community Safety Unit
staff who attend fire alarms after regular business hours will ensure elevators are reset.
In the longer term, we are exploring the use of a third party contractor or Toronto Fire
Services to reset the elevators.
Ongoing monitoring of elevator conditions
Some elevator outages would be prevented by early detection of objects in the tracks
and by ensuring that sump pumps and ventilation equipment are in working order.
Toronto Community Housing will ensure building staff conduct regular monitoring of
elevator conditions. These practices will be re-communicated to staff and will be
accompanied by training requirements.
Acquire and pilot elevator monitoring software
Toronto Community Housing will pilot elevator monitoring software in 10 buildings by
the end of 2015. The software will identify and transmit elevator performance issues
immediately to our 24/7 Client Care Centre. This will help avoid time delays associated
with waiting for a report from a resident or staff before initiating a repair. It will also
identify the cause of elevator shutdown to ensure the proper technician is sent.
Because the software tracks the type, length and frequency of elevator outages, it can
be used for monthly elevator performance reporting.
We contacted Toronto Pearson International Airport to learn about their experience with
this software. They advised that, prior to using the software, it was difficult to produce
any metrics on elevator outages. With the software operational, Pearson now has full
reporting, including availability and usage. This is the level of reporting we would like to
reach.
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Quarterly reporting on elevator services
Until we have software in place to track elevator data electronically, we need to rely on
manually entered data and can commit to quarterly reporting on total elevator calls and
average calls per elevator for each building. Subject to the outcome of the automation
software pilot, we can improve reporting with more fulsome data and more frequent
reporting.
Improve resident communications about elevator outages
By the end of October 2015, Toronto Community Housing will have a Centralized
Dispatch process in place for elevator repairs. The dedicated staff in the new unit will
be resourced to properly scope the work for vendors, reducing costs and response
times. Front line staff, residents and dispatch staff will have real-time information about
repair status. This new system will ensure that building staff will be fully informed about
the status of elevator repairs and will be able to communicate this to residents in a
timely manner.
Toronto Community Housing already ensures that assistance is provided to residents
when all elevators are out of service. Community Patrol Officers from our CSU are
dispatched to assist residents when there is a lengthy emergency shutdown of the
single elevator in a building. In the case of a planned shutdown for elevator
replacement, we work with site staff to provide notice to residents and relocate some
vulnerable tenants. We also staff a security desk in the building lobby 16 hours a day,
seven days a week to assist residents.

3. Increase resident satisfaction with unit repairs
Across the portfolio, we have experienced repairs not being done right the first time or
vendors not being on site when they were expected to be. Neither residents nor
Toronto Community Housing can afford poor-quality work or delays in work being
completed.
Three new initiatives will help address the issue of quality repairs:
1. To confirm resident satisfaction after repair work, we are expanding the Closing
the Loop program.
2. We will streamline repair work through a centralized dispatch unit that places the
service call and tracks the progress of work.
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3. We will be working more closely with contractors and vendors to ensure that they
deliver high-quality work.
We also have heard complaints from residents that they are not always treated with
respect and courtesy by some staff and contractors. This is a serious issue that is
addressed in greater detail in the Action Plan to Improve Customer Service.
Expand the Closing the Loop program
Building on the successful pilot program that measures resident satisfaction with
repairs and maintenance, Toronto Community Housing will expand the Closing the
Loop program portfolio-wide. Implementation will be phased in over the next year.
By the end of 2015, the program will be expanded to an additional Operating Unit and
will serve nearly 10,000 residents. Three more Operating Units will be included in the
first quarter of 2016, with implementation across the portfolio completed by the end of
2016.
Complete repair work more quickly through centralized dispatch
Toronto Community Housing will launch centralized dispatch by the end of November
2015. A specialized team of staff will ensure the best vendor for the job is sent out to
complete a repair, and that the scope of work is clear so that we can easily assess the
vendorʼs performance. The centralized dispatch team will assume responsibility to
follow up with or track down vendors, while local building superintendents will inspect
the quality of completed work before payment is released. The dispatch model will be
implemented by reallocating superintendents from the recently decentralized move-out
program so the number of staff working in buildings will not decrease.
By centralizing repair dispatch and follow-up activities, building staff will have more time
to focus on small repairs, building inspection and other site level responsibilities. The
local superintendent will have the benefit of dealing with a specialized team with similar
knowledge about our buildings and systems and will have access to real-time updates
about vendor status. They will also play a key role in gathering information for vendor
management, providing input into the Closing the Loop process and resident complaint
management, and improving staff collaboration.
Residents will be able to get real-time status updates on their maintenance work orders
through our Client Care Centre, which will have access to the records managed by the
specialized team.
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Enhance dedicated contractor/vendor management
By October 2015, Toronto Community Housing will have in place a Contractor
Performance Management team dedicated to ensuring contractors and vendors provide
quality service to residents. We will be measuring contractor/vendor performance with a
focus on: timeliness of response and getting the job done right the first time; quality of
work and ensuring it meets resident and Toronto Community Housing expectations;
and respect for residents and staff.
The Contractor Performance Management team will manage relationships with
contractors and vendors. They will be responsible for onboarding of contractors and
vendors to Toronto Community Housing programs; performance reviews and feedback;
creation of vendor performance measures; and data collection. Legal and Procurement
staff will also be involved in developing an escalation process to ensure that vendors
who consistently deliver poor service can be removed from our vendor roster.
We are also establishing a formal contractor/vendor onboarding program that outlines
clear expectations of service delivery to residents. Performance management will be
used to consider future bids by the contractor or vendor. Building staff will also be
provided with the means to sign off on work provided by vendors.
Toronto Community Housing has adopted the same Contractor Performance
Evaluation scorecard used by the City of Toronto. Facilities Management (FM) staff are
currently using the scorecard for capital projects, and its use will be expanded to
evaluate other types of repairs and maintenance. The scorecards are filled out by FM
staff and provided to our Procurement Unit and the Cityʼs Procurement Unit, as well as
to the vendor, to inform procurement decisions across the City of Toronto.

4. Improve the service provided by contract-management companies
Approximately 20 per cent of Toronto Community Housing buildings are managed by
private property management companies. While it is important that these contractors
meet the same service standard as our staff so that all residents receive consistently
good service, this has not always been the case.
Current contracts with property management companies expire in April 2016. The
contract-management model continues to be an opportunity for public cost savings and

Getting it done: Real change at Toronto Community Housing
September 10, 2015

45

service consistency; however, these benefits can only be realized through stronger
contracts with clear, well-defined and measurable performance expectations.
External experts in property management are currently working with Toronto
Community Housing to evaluate and strengthen our existing contracts and
management frameworks. The evaluation will include research into similar third-party
agreements in the housing sector and prevailing practices in outsourced property
management agreements to determine the best changes that can be made to the
scope of work, contract language and compliance management approach.
Toronto Community Housing will issue a new Request for Proposals (RFP) by the end
of 2015. The RFP and related contracts will incorporate external expert advice and
researched best practices to enable Toronto Community Housing to implement new,
more effective contracts to service providers that will ensure that contractors deliver on
their service commitments.

5. Reduce electricity costs and improve energy conservation
Relief for RGI residents who pay electric heating costs
With the design of some of our units, some residents are responsible for paying their
own electric heating bills. These costs are not sustainable for residents who pay rentgeared-to-income (RGI) and we commit to addressing this issue through short-term and
longer-term solutions.
In the short term, for the upcoming 2015/2016 heating season, monthly cheques will be
mailed to these residents to offset their heating costs. The amount will be based on the
industry standard for estimated electric heat usage for the type of unit, type of building
and age of the building and be offset by the P-Scale amount, a provinciallypredetermined utility charge included in the RGI calculation for utilities.
This approach, with a cost of up to $1.2 million annually, will provide relief to residents
who pay RGI while encouraging conservation measures. Residents will have the
opportunity to appeal the amount if there is a major discrepancy between the amount of
electricity issued and their actual electric heating bill. We are implementing a
communications plan to inform the affected residents of this interim solution.
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Toronto Community Housing is also developing a longer-term solution to this issue. By
the 2016/2017 heating season, we will have a detailed plan that will consider alternative
heating sources and retrofits for these units and a request to the Province for a more
sustainable approach to heating costs for social housing, among other options.
While we have committed to monthly relief for the upcoming 2015/2016 heating
season, it will take time to set up internal systems for issuing the cheques and
determining the rebate amounts. To address any delays in residents receiving rebates,
we will make the first payment retroactive to September 15, 2015, the first official day of
the heating season in accordance with the Toronto Apartment Minimum Temperature
Bylaw.
Introduce an energy conservation program
Toronto Community Housing is taking steps to reduce energy costs and reinvest the
savings back into our buildings. We will ensure any new developments are energy
efficient and will also explore building retrofits and other opportunities during the capital
repair program to find energy savings. Residents also have a role to play in reducing
their individual energy consumption to assist with reducing overall energy costs. The
following short and medium term steps will inform a more comprehensive energy
conservation program.
Develop energy measurement standard and set targets
To measure success toward energy conservation targets, we will develop a standard to
measure energy consumption across the portfolio. This standard will be guided by
information gained from partnerships with Toronto Atmospheric Fund (TAF) and the
Tower Renewal Program (TRP). We will use the baseline to measure success toward
achieving a 10 per cent energy consumption reduction across our communities.
Introduce energy savings measures in our communities
For communities currently using electric heat, we will explore alternative heating
sources such as natural gas. If feasible, we will convert those units to gas heating. If
conversion to gas is not feasible, the existing electrical heating systems will be
upgraded to a high-efficiency system.
Energy savings measures will also be introduced across our communities through
program integration such as boiler replacement and building envelope upgrades.
Energy savings measures will be a major component of the 10-year capital repair plan.
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6. Enhance pest management
In 2014, Toronto Community Housing centralized its pest management program to:
 deliver more treatments more quickly;
 increase treatment effectiveness;
 reduce costs;
 enable measurement and analysis so that we can spot high-need areas and
rebound infestations, and,
 bring in external resources to support residents.
We are currently in the second year of our three-year integrated pest management
strategy, and results to date are impressive. We increased the volume of treatments by
74 per cent from 2013 to 2014 while reducing the cost of each treatment by 34 per
cent. Outcomes have improved for residents, with the average number of required
treatments per infestation down by 11 per cent since 2013 and by 33 per cent since
2011.
Some buildings have very high needs for support around pest control. The high-needs
building approach developed as part of our integrated pest management strategy is
focused on shifting from reactive to proactive pest management. The goal is to engage
communities where there have been historical challenges with regards to pests and
other unit condition issues. The program takes a whole-building approach, engages
residents and includes ongoing monitoring and support over a period of several
months. Contingent on funding, we plan to expand this program in 2016 to reach more
residents.
The plan below advances some of the work outlined in our three-year strategy and
identifies new initiatives to enhance pest management. We anticipate that residents will
see increased success with pest management as a result of these actions. With our
ongoing partnership with the City of Toronto, we hope that vulnerable residents and
seniors will have greater access to supports for unit preparation and furniture
replacement.
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Advocate for more funding for unit preparation and furniture replacement
Successful pest management depends on a unit being in a suitable condition for
treatment. Unit condition issues frequently include excessive belongings and clutter,
sanitary issues such as pet feces, or general housekeeping issues. A feasibility study is
underway that explores the benefits of centralizing unit condition management. Subject
to new funding, the proposal would centralize process management, including
connecting residents to social supports. We believe that more coordinated support for
unit condition management may improve success rates for pest management.
Many residents require supports to prepare their units for pest treatment. In some
cases, furniture needs to be replaced at considerable expense to the resident. Toronto
Community Housing has engaged with Ontario Works (OW) and Toronto Public Health
for funding to assist vulnerable residents with pest infestations. In 2014, we were
successful in establishing a centralized referral process with Ontario Works. We have
recently secured commitment to a similar approach with Toronto Public Health.
The challenge is that there is not enough funding in the system to meet the demand.
Typical unit preparation costs approximately $1,100 to $1,200 per unit. OW provides
$799 through the Housing Stabilization Fund for qualified residents. Toronto Public
Health pays the difference for some residents, up to a certain limit due to budget
constraints. Since the Housing Stabilization Fund is an OW program, seniors do not
qualify since they are not OW recipients, but rather on fixed government pensions. In
preparing this action plan, Toronto Community Housing met with the City of Toronto
and has received a commitment to work to address these challenges for vulnerable
residents and seniors.
Improve customer service through new technology
Toronto Community Housing will acquire new software and hardware for the front-line
Integrated Pest Management team so that they can better serve residents and manage
vendors. Right now, staff must take manual notes and then input the data back at the
office, duplicating efforts. New tools will allow staff to schedule appointments with
residents, automatically update their files to record treatments provided, and ensure
quality assurance with vendors while they are out in the field, saving time and money.
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Action Plan to Provide More Jobs and Opportunities for
Residents
Ninety-four per cent of Toronto Community Housing households receiving rent-gearedto-income subsidies currently live below the poverty line. Long-term sustainable
employment is key to breaking the cycle of poverty. For many years, Toronto
Community Housing has fostered partnerships and developed programs to assist
residents with employment outcomes; we have also put in place requirements for local
employment in contracts with private sector developer partners on revitalization
projects such as Regent Park.
Residents would benefit from continuous access to employment and recreation
programs. Partnerships are required to make this a reality, as funding for these
programs has been inconsistent. The lack of sustainable funding was acknowledged as
an issue by the City of Toronto in the 2015 Service Manager Assessment of Toronto
Community Housing.
This action plan describes actions we will take to increase employment and recreation
opportunities for residents. It includes four focus areas:
1. Establish a joint Toronto Community Housing–City of Toronto working group to
collaborate on employment and recreation opportunities for residents
2. Hire more residents at Toronto Community Housing
3. Seek sponsorships to revitalize multi-use hubs
4. Seek additional funding to increase resident access to recreation and
employment programs
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1. Joint Toronto Community Housing – City of Toronto working group
on employment and recreation opportunities
The City of Toronto has a central role to play in meeting the employment and recreation
needs of residents. While we have been able to reach residents in their communities,
establish trust and gain a good understanding of residentsʼ needs through outreach, the
City has a larger suite of programs and options for all Torontonians, including Toronto
Community Housing residents. Toronto Employment and Social Services (TESS) in
particular has access to resources and a suite of programs that could reach more
residents.
The City of Toronto has committed to establishing a joint working group with Toronto
Community Housing to explore employment and recreation partnership opportunities.
The working groupʼs mandate will be to increase access to training and employment
opportunities for Toronto Community Housing residents and to explore other
opportunities, including:
 increasing access to employment opportunities for adults, seniors, and residents
with special needs;
 working with TESS to find placements for residents after they have completed
our short-term employment programs, such as YouthWorx, or completed work in
one of our Active Living programs such as Rookie League or KickStart;
 developing a resident employability database;
 best-practice sharing regarding targeted hiring;
 holding joint training sessions for seasonal staff; and,
 considering how the City and Toronto Community Housing can leverage social
procurement to benefit residents.

2. Increase efforts to hire more residents at Toronto Community
Housing
Toronto Community Housing supports the Task Forceʼs recommendation to hire more
residents for all positions across the corporation. At present, more than 15 per cent of
our 1,600 employees are current or former residents of Toronto Community Housing.
We are also supporting resident-led businesses in all areas where services can be
provided to Toronto Community Housing. We will continue policies and programs that
lead to resident employment opportunities within Toronto Community Housing. We will
Getting it done: Real change at Toronto Community Housing
September 10, 2015

51

also continue to connect residents to employment opportunities with our vendors,
contractors and other partners.
New hiring practices and processes will alert residents to more employment
opportunities at Toronto Community Housing and provide residents with access to
increased training and skills development opportunities that would enhance their
employability success. More opportunities will also be made available through hiring
goals.
Provide training sessions on how to apply to Toronto Community Housing
As a first step, Toronto Community Housing will host two training sessions for up to 45
residents per session on how to apply for positions with us. These sessions will be
conducted by the end of October 2015, and will provide an overview of how we
advertise job opportunities and how to apply for positions. The sessions will include
training on resume writing and interview skills. We will also use the sessions to consult
residents on the barriers they have encountered when applying for positions at Toronto
Community Housing. This feedback will be used to adjust our practices as necessary to
help residents to compete for and succeed in securing jobs.
Implement an applicant tracking system
By the end of October 2015, we will implement applicant tracking software that
automates the candidate application and recruitment process. This new system will
improve the application process for residents by:
 providing clear step-by-step instructions on how to apply;
 reducing the possibility of making mistakes during the application process;
 providing confirmation to residents that their application has been successfully
submitted;
 enabling residents and other candidates to apply online through a computer or
mobile device; and,
 signing up for email alerts if they want to find out about job opportunities as they
are posted.
Through the applicant tracking system, we will also provide an option for residents to
request access to the employment supports we offer. We will also be able to advertise
job openings online through Facebook and Twitter.
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Expand community economic development (CED) initiatives
Anchor strategies have been discussed across the City recently as ways to reduce
poverty by having “anchor institutions” use their resources strategically to benefit
medium and low income communities. Anchor institutions are large public or non-profit
institutions, such as universities, hospitals and City agencies, rooted in a specific place.
As large employers and purchasers of goods and services, they have significant roles
to play in community wealth building, such as creating job programs and using
purchasing power to support local businesses.
Building on our successful revitalization work, we are gradually expanding the same
type of initiatives across the company. Whether through our deliberate hiring processes
in redevelopment, our support of resident-led businesses, the hiring of local youth, or
by connecting residents with employment opportunities, Toronto Community Housing
can play a key part in an anchor strategy for Toronto.
Toronto Community Housing will also expand and strengthen resident employment
opportunities through a new Social Procurement Policy. The policy is informed by
extensive research that compares approaches from other jurisdictions, including the
United Kingdom, United States, Australia and other Canadian cities, as well as ongoing
discussions with the City of Toronto and other organizations working toward similar
policies.
Examples of initiatives Toronto Community Housing could pursue include:
 Implementing the ReSet capital delivery strategy in three ReSet pilot
communities, with a goal of hiring residents to fill 10 per cent of the positions
created, beginning in 2016.
 Doing business with resident-led businesses that are either vendors with a work
force consisting of at least 50 per cent residents or businesses that are at least
51 per cent owned by a resident.
 Connecting residents looking to start their own businesses with supports.
 Implementing procurement practices with the goal of requiring our vendors to
devote 10 per cent of the contract price of every suitable contract toward resident
employment or suitable alternatives such as apprenticeships, internships, training
programs, and scholarships.
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 Using community economic development measures to meet the goal of targeting
10 per cent of the jobs created under our 10-year capital repair program to
residents.
Toronto Community Housing will also continue to include local hiring requirements in its
contracts with our developer partners in revitalizations across the city.
The social procurement policy will apply organization-wide and will be implemented
subject to approval by the Toronto Community Housing Board of Directors in early
2016. A first step toward this was the adoption of an update to our procurement
procedures in July 2015 that allows us to award contracts under $100,000 directly to
resident-led businesses.
Toronto Community Housing is committed to the goal of having non-resident led
business vendors consistently devote 2.5 per cent of their contract price to resident
employment and training. We will work to grow the number of residents employed
across all the sectors from which we procure goods and services in skilled, semiskilled, entry level, consulting, and other types of employment positions.
We are committed to an overall goal of targeting 10 per cent of the jobs created under
our 10-year capital repair program and in our revitalization projects to residents.
Reaching this goal is dependent on residents having the skills and qualifications
required to undertake the work and on being easily identified in order for vendors to
offer them work. Partnership with the City and others is crucial to ensure residents have
access to employment programs to develop the skills required.
We hope to jointly develop a Resident Employability Database with the City of Toronto
in early 2016. The database will compile information about the skills, qualifications,
education, experience, availability and contact information of Toronto Community
Housing residents seeking employment or training opportunities. Residents will be able
to sign up to participate in the database, which will be used to select residents for
employment opportunities through the capital repair program. Increasing resident
employment will be contingent on qualified residents actively registering in the
database.
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3. Seek sponsorships to revitalize multi-use hubs
Toronto Community Housing portfolio has 11 multi-purpose common space facilities
that include amenities such as a gymnasium, community kitchen, youth spaces and
seniorsʼ rooms. Working with the United Way and other external partners, these
facilities can be transformed into community hubs that will address the challenges of
social isolation and a lack of adequate services for residents within a community space.
With refurbishments funded by partners and with upgraded common space amenities
by Toronto Community Housing, the hubs will provide a supportive space for
engagement of children, youth, families and seniors. They will also bring residents
together, grow community capacity and leadership, and place our partners at the
forefront of community investment and development across Canada.
We are actively seeking partners to help revitalize the 11 community hubs in our
portfolio. These facilities, listed in Appendix 1, are in locations spread across the city,
making them well-suited to be community hubs. With new sponsorship and donation
policies and a dedicated staff person to solicit partnerships, we will be in a better
position to revitalize these spaces for residents in 2016 and beyond.

4. Seek funding and partnerships to increase access by youth to
recreation and employment programs
Many Toronto Community Housing residents face barriers to participating in recreation
and employment programs that are not delivered in their community or building. Our
place-based programs have traditionally led to higher participation rates, increased
community cohesion, and increased accessibility for participants. While promoting
healthy living, the recreation programs also offer life and employment skills such as
confidence building, leadership development and how to work well with others.
Recreation programs are also typically staffed by resident youth, often providing many
with their first job. Our employment programs focus on job-readiness, education and
training, internships and job placements.
In 2014, we assisted 452 residents secure employment either through our opportunities
or from partners. Our employment programs were accessed by 2,328 residents, with an
additional 7,850 engaged through information sessions. Over 1,500 children and youth
participated in Toronto Community Housing-run recreation programs this year, and
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more than 13,000 children, youth and seniors benefitted from programs run in our
buildings by community partners.
To date we have offered programs that we believe would result in the biggest impact on
residents with the limited resources at our disposal. With access to more resources, we
would be ready to roll out additional place-based employment and recreation programs
for residents.
A list of proposed programs, contingent on funding, is attached as Appendix 2 to this
action plan. As a first step, we are proposing ways to secure funding for place-based
programs for residents. We are also in the process of evaluating some of our programs
through resident feedback to determine the social return on investment. The results of
the evaluation will inform our programs going forward.
Seek sponsorship and development opportunities to expand facilities and
programs
With more sustainable funding, Toronto Community Housing can do more to support
employment and recreation opportunities for residents.
We have been fortunate to date to have the support of major corporate partners,
unions, academic institutions and community organizations. An example is the recent
partnership between Toronto Community Housing and the MLSE Foundation to
transform 42,000 square feet of vacant space at 261 Jarvis Street into The Youth
Centre for Sports Development, the first of its kind in the world. As part of this new
partnership, the MLSE Foundation will spend approximately $6 million to build out the
Centre, plus deliver an estimated $50 million in programming over the next 20 years
aimed at improving the health and mental development of underserviced children and
youth not only in Toronto Community Housing communities, but throughout the city.
Programs for adults and seniors will also be run from the centre.
We know from existing successful partnerships and through ongoing discussions that
sponsorship can be an even greater avenue to fund recreation and employment
opportunities for residents.
Resident programs would benefit from a more streamlined process to guide and
promote sponsorships, donations and scholarships. To this end, we are developing
new policies and procedures to support a sustainable approach to funding recreation
and employment programs. With the adoption and implementation of these policies,
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residents will see more programs and scholarships offered. A new manager would be
tasked with developing high-value partnerships/sponsorships and donors to ensure
maximum results for residents in a highly competitive philanthropic sector.
Programs for potential expansion
We have developed a list of recreation and employment programs that could be offered
when funding and partnerships are secured. The majority of the recreation programs
involve hiring local youth to act as coaches and mentors. Some of these programs also
build on the successful model of Rookie League, a summer baseball day camp for
1,200 children from 50 communities in partnership with the Jays Care Foundation.
While we are not able to expand the Rookie League program, with funding we could
offer afterschool programming using the Rookie League model. The proposed
programs are listed below with full descriptions listed in Appendix 2.
Employment programs:
 YouthWorx expansion
 Pre-employment/educational attainment
 Postsecondary-certified employment training
 Peer-to-peer mentorships
 Youth internships
 Youth entrepreneurial program
 Adult second career pilot
Recreation programs
 Active Living quarterly activities
 Sports-based after-school program
 Intergenerational Active Living program

Getting it done: Real change at Toronto Community Housing
September 10, 2015

57

Action Plan to Improve Customer Service
Toronto Community Housing provides a significant volume and wide variety of services
to residents every day. Last year alone, we had over one million interactions and
responded to 450,000 demand maintenance requests. Every one of these interactions
is an opportunity to deliver a positive customer experience. We recognize that customer
service has not been consistent across our portfolio in the past, and this is our main
strategic priority for 2016.
When fully funded and implemented, this action plan will improve residentsʼ satisfaction
with the quality of service they receive from Toronto Community Housing. The focus will
be:
1. Take immediate action to improve customer service
2. Develop and implement a new Customer Service Strategy that includes a
Resident Charter
3. Train all staff on improved customer service standards and on supporting
vulnerable residents
4. Expand the Closing the Loop program across the portfolio
5. Hold vendors and contractors more accountable for the quality of their work
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1. Take immediate action to improve customer service
As part of our 2015 strategic plan, we have been taking action to improve customer
service through a number of different initiatives.
Transform the Client Care Centre to improve call answer times and resident
satisfaction
Toronto Community Housingʼs Client Care Centre operates 24/7, handling more than
700,000 calls and emails from residents per year. To better meet residentsʼ
expectations of service, the Client Care Centre is currently undergoing a transformation
focusing on people, process and technology intended to improve service delivery
through improved response times.
New targets for response times were introduced early in 2015 to align with best-in-class
for the contact centre industry. This year, we reduced the average time to answer a call
from a high of over six minutes in February to just over one minute by May. By October
2015, we will have more effective scheduling and agent progress reports in place to
help with coaching. All Client Care Centre agents will be trained on the Code of
Conduct, new and updated processes, and customer service to improve the quality of
individual interactions with residents.
Include customer service training for all new staff starting in July 2015
As an immediate step to improve customer service, while waiting for a vendor to be
selected for a full training program, we have put interim training on customer service in
place. The interim training program is based on a pilot we conducted earlier this year.
Starting July 27, 2015, all new staff hired are provided with customer service training.
The training stresses the importance of customer service, how to interact in a respectful
manner, and strategies for service in challenging situations. This same training will also
be provided to front-line staff in the Community Safety Unit dispatch centre before the
end of 2015.
New Service Integration and Delivery team focused on customer service
improvement initiatives
In August 2015, we established a new team dedicated to implementing customer
service improvement initiatives across the organization. The team, created with
reallocated resources from within the organization, is led by the Director, Service
Integration and Delivery, who reports directly to the CEO. The focus of the work is
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helping teams across the organization work better together toward a shared goal of
improving customer service.
Centralized dispatch model to improve the speed and quality of maintenance
services
Toronto Community Housing will launch centralized dispatch, a streamlined way to
deliver demand maintenance services for buildings and units, by November 2015.
Centralized dispatch is staffed by superintendents with the skills and knowledge to
properly scope maintenance work for vendors. It will improve customer service by
ensuring that staff, residents and dispatch staff have access to real time information
about vendor status. This will speed up our response times to residentsʼ work orders
and help staff keep residents informed about when they can expect the repair to be
completed.
Improved communications tools
Toronto Community Housing will launch its updated website in spring 2016. The new
site will be more resident-focused, accessible and responsive. In fall 2015, we will be
finalizing clear communication standards to guide staff in communicating with residents
in the event of a service disruption or emergency. New accessible templates and tools
will be launched in early 2016.

2. Develop Customer Service Strategy that includes a Resident
Charter
In the 2015 Resident Survey, 15 per cent of residents reported being dissatisfied with
the level of respect and courtesy shown by Toronto Community Housing staff and/or
contractors when being served, while another 11 per cent were neutral. Our goal is to
ensure that we consistently deliver a good customer service experience for all
residents. To that end, we started developing a customer service strategy in summer
2015 that will be brought to the board for approval in December 2015. Inputs informing
the development of this plan over the 60-day planning period have included:
 consulting with residents and staff through email, surveys and meetings on their
ideas for improving customer service and mutual respect;
 reviewing previous feedback from residents about their priorities for specific
areas of improvement;
 seeking ideas and input from outside experts and gathering best practices in
customer service; and,
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 gathering staff from divisions across the organization to develop customer
service principles and clarify our service standards.
As we build the strategy over the coming months, we will gather and review a full
picture of the service experience residents receive. We will also be using insights and
feedback we already have, for example the results of the 2015 Resident Survey, which
showed that residentsʼ top two overall drivers of customer satisfaction are having
repairs completed properly and the overall condition of their building. We will continue
to reach out to best-in-class organizations and those that are recognized for delivering
a great customer experience, both at home and abroad, to learn from their approach
and apply it to our context.
Resident Charter
We will engage residents in fall 2015 on the Resident Charter to help us better define
our customer service promise. The charter will seek to clarify expectations of both
residents and Toronto Community Housing within the context of our communities. The
goal will be a culture of mutual respect and understanding between residents and staff
and a clear definition of the rights and responsibilities of residents.
The charter will be developed in partnership with residents. Developing the charter in a
collaborative setting will create a shared understanding of goals and stakeholder buyin. The engagement plan will be an inclusive exercise open to all residents to
participate. It will include Tenant Representatives and will be fully integrated with
consultations on the broader customer service strategy and the refresh of the resident
engagement system. For example, we expect that the advisory committee being
created in the engagement system refresh will play a lead role. We will also consult key
stakeholders such as staff, labour partners, legal clinics, the City of Toronto and other
social housing providers. The findings from the engagement process will be brought to
the board in December for review along with the customer service strategy. The
implementation of the Resident Charter will happen along with the customer service
strategy in 2016 to ensure that staff are trained and the right business process changes
have been put in place to make it meaningful and measurable.
The charter and our service standards will be the foundation for the customer service
strategy. With these established and with substantive input from residents, we will be
able to define the system, process, policy, and resource changes necessary across the
company. Some of these changes may involve the following:
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Aligning the resident engagement system with the customer service
strategy to ensure residents jointly define service priorities
During the upcoming resident engagement system refresh, residents will be
asked to jointly define service improvement priorities. We will also explore having
residents involved in measuring how we are doing on service, for example, in
having residents conduct quality assurance checks on whether we are meeting
our customer service standards.
Taking a critical look at where our current internal structures and silos are
barriers to good service
In addition to introducing the cross-functional Service Integration and Delivery
team, we will also implement changes to our management and corporate support
processes to focus on supporting front-line staff. We believe a critical part of
improving service to residents is also taking a hard look at how to improve our
internal customer service. Continuing to break down siloed processes and setting
internal service standards will help ensure teams are working together to get
front-line staff the support and information they need to best serve residents.
Evaluating how to modernize service delivery and fix inefficient processes
As an example, we are re-evaluating the way we receive, respond to, and learn
from complaints. We will also be engaging residents to learn how they prefer to
receive information and updates (including translation and interpretation needs)
and then explore technological solutions to get information and updates to
residents faster and more conveniently. Another way we could improve service
delivery is to revisit the role of our Operating Unit offices and head office to be
better equipped centres for residents to access a range of Toronto Community
Housing services.
Supporting staff with the right tools, training, and management practices to
promote good customer service
In addition to the training program, this will also involve more rigorous
performance management of staff to ensure they are exhibiting our customer
service principles. We are also revising our Code of Conduct and will focus on
identifying and building staff competencies in delivering customer service. This
will involve having resident experience metrics in our staff performance
management plans.

Getting it done: Real change at Toronto Community Housing
September 10, 2015

62

One of the core elements of the strategy will be to more regularly measure
customer satisfaction on core services and have more public reporting on our
performance against service standards.
Successful implementation of the strategy (especially the Resident Charter) will require
an enterprise-wide effort and significant resident leadership. It will also require
communication and measurement to ensure it is meaningful, enforceable, and effective.
We will dedicate and take the time required to bring about a real and lasting culture
shift across the organization.

3. Train all staff on customer service standards and on supporting
vulnerable residents
Customer service training plan
Everyone at Toronto Community Housing must always keep in mind that residents
come first. We agree with the Task Force that better training is a critical element to
ensure that staff and contractors clearly understand the importance of respectful,
courteous and empathetic service. That said, training alone is not the only answer;
rather, it is the key to the effective implementation of a good customer service strategy.
While there are many existing off the shelf customer service programs, such a product
does not exist for social housing providers and the scope is beyond our capacity to
deliver with existing internal resources. We will therefore be issuing an RFP in late
October 2015 to hire a specialized vendor with expertise in developing and delivering
effective customer service training programs. We plan to develop a multi-level, multiyear, job-specific training program that will become a core element of Toronto
Community Housingʼs training plan for all staff and contractors.
The program will help staff understand how to deliver on Toronto Community Housingʼs
customer service promise to residents and give them the skills to do so. It will involve
follow-up processes, testing and skills assessment to ensure the information is retained
and put into practice.
We expect this enhanced training to launch by the end of March 2016, starting with
front-line staff, and be completed within 2016. The costs for this program will be
reallocated from our corporate training budget – there will be no net new funding
required.
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Training on working with vulnerable residents
Toronto Community Housing is home to a large number of vulnerable residents who
may need additional supports and services in place to maintain their tenancy. As such,
working with vulnerable residents is a key part of our customer service.
A quarter of residents are 59 years of age or older, a third of households have a
member living with a disability, and 42 per cent of residents are living in single parentled households. It is estimated that over 20,000 residents are living with mental health
issues. Each of these factors can pose barriers for residents to access services that
support successful tenancies.
Staff working with vulnerable residents require a specialized set of skills, and so we
initiated training for front-line staff earlier this year to meet this need. We worked with
the Canadian Mental Health Association (CMHA) to develop a training program for 200
front-line Tenant Services Coordinators and Community Services Coordinators.
The program provides instruction on how to de-escalate situations where a resident is
highly agitated or exhibiting signs of distress so that the staff member can determine
the best immediate course of action that could provide assistance to the resident.
Rather than delivering standard training, this program is customized for different staff
groups to not only provide a foundational understanding of mental health, but also to
provide specific examples of how it relates to their day-to-day work and interactions
with residents.
We also trained staff on Toronto Community Housingʼs newly approved Vulnerability
Definition and Operational Guideline, the arrears collection support process, and how to
assess characteristics of complex files. The training recognized that staff need to be
sensitive to residentsʼ unique needs and need to be especially equipped to provide the
support that vulnerable residents may require.
We are now seeking proposals for the expansion of this training to all staff that have not
yet received it. The cost of this training has already been included in the 2015 budget
and the costs for 2016 are equally accounted for.
We have plans to deliver several other complementary training programs that support
both the customer service and vulnerable resident training plans, as described below.
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Nonviolent crisis intervention program
This training is designed by the Crisis Prevention Institute and provides an introduction
to crisis prevention emphasizing early intervention and nonphysical methods for
preventing or managing disruptive behavior. This is an industry-leading program that is
offered in mental health, education and security sectors and helps staff provide service
when faced with crisis situations. We have already trained 81 staff, mostly on the frontline, and will be offering eight sessions for an additional 120 staff from September 2015
to December 2015. The program will continue into 2016.
Training by the Office of the Commissioner of Housing Equity
The Commissionerʼs office will be sharing its expertise in serving residents at risk of
eviction with training for Asset Management staff on effective engagement, brokering
local repayment agreements, and principles of administrative fairness, co-ordinated
with other ongoing training efforts. This will be provided to two Operating Units in
September 2015 and then implemented across all Operating Units in during the last
quarter of 2015.
Accessibility for Ontarians with Disabilities Act training
Approximately 1,400 Toronto Community Housing staff and 4,060 active vendors will
receive accessibility training between September and December 2015. Part of the
training focuses on a refresher on our Accessible Customer Service Policy, which is our
commitment to provide customer service that is inclusive, barrier free and meets the
unique needs of persons with disabilities.

4. Expand the Closing the Loop resident feedback program portfoliowide
Toronto Community Housing responds to approximately 450,000 demand maintenance
requests every year. It is important that we monitor both the quality of repairs and the
level of respect shown to residents, as reported by residents, to drive improvements
and hold those who perform poorly to account. That is the basis for the new resident
feedback program, Closing the Loop, which was rolled out as a pilot program over the
summer of 2015.
Under Closing the Loop, residents are contacted by telephone within five to seven days
after a repair has been completed in their unit so that they can rate the quality of the
repair and the level of respect shown by the staff member or contractor carrying out the
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work. Should work be reported as poor or incomplete, this also provides the opportunity
for a quick resolution and improved customer service by dispatching resources to fix
the problem.
Through the pilot project, residents rated their satisfaction with work done at 3.37 out of
5 and the courtesy of staff who worked in their home at 3.67 out of 5. Residents also
report high satisfaction with the concept and execution of the program.
Based on this success, Toronto Community Housing is committing resources to
expanding the Closing the Loop program to all communities in phases over the next
year. By the end of 2015, it will be extended to one more Operating Unit, benefiting
nearly 10,000 residents. It will be launched in three Operating Units (in East, West and
Central) in the first part of 2016. Business processes will be implemented to allow us to
use the results for vendor management. The roll out will be complete by the end of
2016.

5. Holding vendors and contractors more accountable for the quality
of their work
Vendors and contractors carrying out work for Toronto Community Housing must be
held accountable for the quality of this work. This not only directly benefits residents,
but also maximizes the limited dollars available for maintenance and repairs.
Toronto Community Housing has been managing vendors and contractors more closely
to ensure that contractors are performing high quality work and are treating residents
with respect and courtesy. We are also refining the orientation program as part of a
larger contractor/vendor management program being put in place now, and are
updating our vendor code of conduct to reinforce respectful service to residents.
A new Contractor Performance Management team that will performance manage
contractors and vendors will be in place by the end of September 2015. This group,
provided for in the 2015 budget, will be responsible for the following:
 Relationships with contractors and vendors;
 Ensuring contractors and vendors go through our onboarding program that
includes clear expectations around the service being provided to residents;
 Implementation of an enhanced demand maintenance contractor scorecard
program for additional contracts based on our existing scorecard system and
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also used by the City of Toronto. This evaluation will allow us to monitor
performance and inform future contract bids by the vendor and includes
performance reviews and feedback; and,
 Creating vendor performance measures and data collection.
Our Legal and Procurement divisions will develop an escalation process to support
these programs and ensure that vendors who consistently deliver poor service are
removed from the vendor roster quickly.
The formal contractor and vendor onboarding program will outline clear expectations of
service delivery to residents. The program will include conduct expectations of vendor
and contractor employees and managers on treating residents respectfully and
courteously. It will be adapted from the staff training on customer service and will
closely mirror our employee onboarding program.
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Response to additional recommendations from the
Mayor’s Task Force Interim Report
This section provides Toronto Community Housingʼs response to recommendations 1,
6 and 7 of the Mayorʼs Task Force interim report, which cover capital repair funding,
resident engagement, and the hiring of a Chief Operating Officer, respectively.

Recommendation 1: Secure additional capital repair funding
Toronto Community Housing has developed a 10-year capital repair plan, valued at
$2.6 billion, to address much needed repairs in our buildings. We have asked all three
orders of government to each pay one-third of the $2.6 billion balance, approximately
$864 million each. The City of Toronto has committed its share and we have begun
advancing much needed capital repair work. Commitment is still required from the
provincial and federal governments to meet growing needs.
Capital repair work underway
With the City of Torontoʼs investment, we have begun to deliver the 10-year capital
repair program and have increased the funds being allocated to capital repairs in 2016
to at least $200 million from $175 million in 2015. As part of this plan, Toronto
Community Housingʼs Board of Directors approved a plan called ReSet.
ReSet is a capital delivery strategy that focuses on delivering complete buildings and
community needs at one time, rather than completing repairs component-bycomponent. The strategy addresses all building elements holistically and
systematically, such as unit upgrades, parking, roofs, windows, boilers, electrical,
elevators and site work, and will allow Toronto Community Housing to take advantage
of economies of scale to stretch dollars even further.
This concentrated effort to deliver all needed capital repairs, combined with a high level
of resident involvement much like Toronto Community Housingʼs revitalization projects,
will increase residentsʼ sense of pride of place and support renewed vitality, growth and
opportunities for residents. Working with the City and community agencies, we will also
explore opportunities to improve access to community services through the delivery of
the projects.
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We will also be bringing a rolling three-year capital program to the board in the 2016
capital budget cycle to ensure that Toronto Community Housing continues to spend its
full capital budget annually. The faster we can get the capital work done, the sooner
residents will notice real improvements to the condition of their buildings.
To help residents, the City, and other governments monitor the implementation of the
capital repair plan, we have launched a Capital Repairs Tracker
(repairs.torontohousing.ca). This interactive tool tracks completed, in progress, and
planned capital projects across the city, showing the progress of the $175 million being
invested in 2015 for much-needed capital repairs, as well as the $196 million that was
invested in 2013 and 2014. As of August 31, 2015, 19,703 capital repair projects have
been completed since 2013. Examples of repairs include replacement of single-pane
windows, aging boilers, leaking roofs and outdated generators, as well as repairs to
elevators, foundations, interiors and parking garages.
Supporting the City of Toronto in call for additional funding
Toronto Community Housing continues to support the work of the City of Toronto in its
efforts to secure federal and provincial funding for our 10-year capital repair plan
through Close the Housing Gap campaign.
We will continue to work with the City through the campaign to advocate for provincial
and federal investment. We are supporting City staff, the Mayorʼs office and Councillors
in meeting with elected and government officials, including Canada Mortgage and
Housing Corporation (CMHC), about our capital needs and the economic and social
impact of investing in capital repairs. We are encouraging residents to ask candidates
about their position on funding Toronto Community Housingʼs capital repair needs and
to vote.
In addition to the campaign work, we see our role as clearly communicating how we are
spending the funds and the benefits derived from the investment. To assist the City in
its efforts, we commissioned a study that outlines the economic, social and
environmental benefits that would be realized from investing the $2.6 billion. The report,
“Socio-Economic Analysis: Value of Toronto Community Housingʼs 10-Year Capital
Investment Plan and Revitalization”, was released by the Mayor in March 2015 and
continues to be used in meetings and communications by the City and to seek the
funding partnerships required. The report concludes that funding by all governments
would result in the following benefits over a 30-year period:
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$18.5 billion in GDP growth
220,000 in employment years
14,000 jobs per year on average for the first 10 years
$4.5 billion in tax revenues for federal and provincial governments
$3.8 billion in avoided health care costs
15 per cent decrease in neighbourhood crime
9 per cent decrease in greenhouse gas emissions

In addition to this study, we believe that the new Capital Repairs Tracker and the
progress we make in the ReSet pilot communities will demonstrate to other orders of
government the return on investment from partnering with Toronto Community Housing.
This will help build the case to invest in the capital repair plan.
There are two major elements of the action plans that depend on the 10-year capital
plan to be fully funded for them to be implemented. The replacement of the 140
elevators in urgent need of replacement can be done if the capital plan is fully funded or
alternative funding is found. Likewise, the replacement and upgrading of building
security systems including digital, high-definition cameras and building access systems
can only be done if the capital plan is fully funded or another funding source is secured.

Recommendation 6: Resident Charter and Tenant Engagement
Resident Charter
Toronto Community Housing identified the creation of a Resident Charter to the
Mayorʼs Task Force as one of the initiatives we would undertake during 2015. The
charter will seek to clarify expectations of both residents and Toronto Community
Housing within the context of our communities. The charter will have a central role in
improving our customer service, so we have included the plan to develop the charter as
part of the customer service strategy found in the Action Plan to Improve Customer
Service.
Resident engagement system review
Building on extensive resident consultations, we are committed to completing the
Resident Engagement System refresh by the end of 2015. We held Tenant
Representative elections in March 2015 to elect or acclaim 315 new Tenant
Representatives, and continue to support a variety of other engagement opportunities
while we complete the refresh. Continued improvements to the Tenant Representative
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system will include holding by-elections for vacant seats and developing a plan to elect
representatives for standalone homes.
Our goal for the renewed resident engagement system is to have a system that
provides a variety of ways for residents to participate in decision-making about their
communities and about improving service to residents. We know that there is desire
among residents for a variety of ways to get engaged. Some residents like the elected
representative system while others contribute on their own without being part of a
system. Many residents provide leadership in their communities without being elected
or running to be a representative.
We are committed to working more with residents and have residents involved in more
of the decisions that we make. We will ensure that residents have a range of options for
how to be engaged with Toronto Community Housing and that the refreshed system
addresses the requirements of the City outlined in the Shareholder Direction.
One of the best ways to make sure that a wide range of residents become involved is to
offer multiple opportunities to do so. We are envisioning three different types of
engagement:
 Governance – structures that help us make decisions about the company such
as a new tenant advisory committee, governance working groups, a democratic
system of active resident participation, and a resident council or similar structure
 Participation – how to get involved in the local community, such as opportunities
to be engaged in building-based meetings, interest group participation, and
individual leadership
 Involvement – how to influence the services residents receive by providing
feedback that helps us improve service
Part of the engagement system refresh involves developing a Tenant Advisory
Committee. The role of the committee will be to guide the engagement system refresh
and to provide support to the organization by acting as a consultative body on policies,
procedures, strategic initiatives and the overall resident service experience. The
committee is anticipated to help us identify resident issues and gaps in service delivery
as well as to advise the organization on how to take steps toward improving the
resident experience with staff, services and each other. How residents are selected to
serve on the committee will be decided by residents as part of the refresh, but will be
prioritized so that the committee can support the drafting of the Resident Charter.
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There are likely many other methods that will be suggested through the consultations.
Each part of the system should draw on the strengths of residents by making it possible
for them to contribute in the ways that suit them.
We are committed to this process being driven in partnership with residents. During
September and October there will be consultations with residents. We will finalize the
revised resident engagement system by the end of 2015 and begin implementation.
In addition to supporting the consultations, we are conducting research on and
connecting with leaders to find best practices from other jurisdictions. Once the system
is established, we will develop a training program with residents to build the leadership
capacity of resident leaders. The refreshed resident engagement system will include a
resident engagement approach that works for residents in standalone homes, based on
their input.

Recommendation 7: Hire a Chief Operating Officer
The Governance, Communication, Human Resources and Compensation Committee of
the Board of Directors is responsible for recommending to the board the officer
structure and the appointment of officers.
The CEO will be recommending to the committee, at its next meeting on September 28,
2015, that Toronto Community Housing start a recruitment process for a Chief
Operating Officer.
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HR = Human Resources
LEG = Legal Services Division
RCS = Resident and Community Services
SID = Service Integration and Delivery
SPSR = Strategic Planning and Stakeholder Relations
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AM = Asset Management
COM = Strategic Communications
CSU = Community Safety Unit
FIN = Finance
FM = Facilities Management

Legend for lead column:
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Many of these costs are incremental and could be phased in over time. More work is needed to identify where to
find the additional money required to implement the plans. This will include the development of comprehensive
business plans to feed into 2016 budget processes. We will also dig deeper to identify further internal
efficiencies and opportunities for reallocation and to identify the funding requirements for subsequent years.

Within the 60 day timeline, staff worked to identify the cost of implementing the action plans in as much detail as
possible. We identified where funds and resources can be reallocated internally and where additional revenue
sources are needed. The costs presented are early estimates that build in a contingency.

The table below lists implementation leads, performance metrics and targets, completion dates, and operating
and capital costs by action plan. We will measure and report on our progress in implementing the action plans
using these targets. Where there are no costs indicated for a specific activity, those actions have been
accounted for in previously approved budgets or costs will be absorbed within existing budgets by reallocation
as necessary.

Appendix 1: Financial summary

Appendices

Oct 2015

Completion
date

CSU

CSU

Lead

$624k

Cost: 2016
operating

$600k

Sept 2015
Oct 2015

Launch partnership with Crime Stoppers

Implement Community Engagement and Trust Strategy

CSU

CSU

RCS
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Metrics and targets:
1. Measurable improvement in residentsʼ feeling of safety and security as captured in the 2017 Resident
Survey (target TBC)

Ongoing

Continue referrals to FOCUS Rexdale

Expand external crime partnerships
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Cost: 2016
capital

Metrics and targets:
1. Measurable improvement in response times to CSU calls (target TBC)
2. 1,300 joint CSU/TPS patrols by the end of 2016
3. Measurable improvement in residentsʼ feeling of safety and security as captured in the 2017 Resident
Survey (target TBC)

Support and resource costs for enhanced deployment
model

Develop and implement new CSU staff deployment
model

Implement a new Community Safety Unit (CSU) model

Tactic

Action Plan to Improve Safety and Security

2016
2016

Finalize and implement Evictions for Cause procedure
and processes

Develop and implement communications strategy on
Evictions for Cause

AM

AM

AM

Lead

Cost: 2016
operating

Dec 2015
Mar 2016

Complete 10 community safety audits

Issue RFP for portfolio-wide camera upgrades

$433k
$1.3m

$1m
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Metrics and targets:
1. Measurable improvement in residentsʼ feeling of safety and security as captured in the 2017 Resident
Survey (target TBC)

FM

CSU

FM

Nov 2015

Increase door access systems (fobs)

FM
FM

Nov 2015

Support costs for increased cameras and building entry
systems

Increase security camera coverage

Improve building design and security systems
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Cost: 2016
capital

Metrics and targets:
1. Measurable improvement in residentsʼ feeling of safety and security as captured in the 2017 Resident
Survey (target TBC)

Ongoing

Completion
date

Advocate for legislative changes to assist with evictions
and criminal activity

Aggressively pursue evictions for cause

Tactic

Completion
date

Oct 2015
2016
Oct 2015
Jan 2016
Ongoing
2016

Central district: RCS
ongoing
East district:
Dec 2015
West:
Jun 2016

Complete feasibility study into innovative technology to
deter false fire alarms

Install innovative technology to reduce false fire alarms

Develop and implement: fire awareness programs and
materials

Implement LOFT/Sunnybrook hoarding response pilot

Advocate for long-term funding for the Toronto
Hoarding Support Network

Recruit specialized staff to address excessive clutter

Expand the 291 George Street model
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Ongoing

Implement rigorous process to recover false fire alarm
charges

RCS
AM

RCS

RCS

FM

FM

FM

FM

Ongoing

RCS

Lead

Continue referrals to SPIDER

Address false fire alarms, fire safety issues and excessive clutter

Tactic

$300k

$80k

$70k

Cost: 2016
operating

$775k
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Cost: 2016
capital

Ongoing

Completion
date
RCS

Lead

Cost: 2016
operating
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TOTAL

$1.51m

$3.68m
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Cost: 2016
capital

Metrics and targets
1. Meet with Toronto Fire Services in Sept 2015 to discuss challenges
2. Measurable decrease in 2015 false fire alarm charges amount ($2.4 million in 2014)
3. 8-12 residents participate in TCHC/LOFT/Sunnybrook Hoarding Response Pilot
4. Measurable improvement in residentsʼ feeling of safety and security as captured in the 2017 Resident
Survey (target TBC)

Engage hospitals to ensure that they consider
residentsʼ housing condition when designing hospital
discharge processes

Tactic

AM
COM

Dec 2015
Dec 2015
Develop:
AM
Dec 15
Approval: 2016
Dec 2015
2016 collective
bargaining

Develop and implement new cleaning service model,
routines and training program

Develop and implement resident communications plan
on updated cleaning standards and community
responsibilities

Develop and propose evening and weekend cleaning
program

Complete feasibility study of introducing live-in
superintendents

Develop and implement cleaning quality assurance
framework

$700k

Cost: 2016
operating
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Metrics and targets:
1. 100% of cleaners trained on standards, routines and customer service by the end of 2015
2. 70% resident satisfaction with respect to cleaning (new 2016 Cleaning survey)
3. 15% decline in the volume of on-demand cleaning requests

AM

AM

AM

Dec 2015

Introduce floating cleaners

HR

Lead

Aug 2015

Completion
date

Recruit 60 cleaners

Improve cleaning services

Tactic

Action Plan to Improve Building Conditions
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Cost: 2016
capital

Oct 2015
Oct 2015
Oct 2015
Oct 2015
Dec 2015
Dec 2015
Dec 2016

Upgrade elevator door operators and detectors

Develop and implement on-request reporting of elevator
conditions to residents (via centralized dispatch)

Develop and implement process to reduce elevator
outage time after a fire alarm

Develop and implement regular monitoring of elevator
conditions by on-site staff

Develop and implement a 10-building pilot of elevator
monitoring software

Develop and implement quarterly reporting of elevator
data

Equip all elevators with cab phones
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Metrics and targets:
1. Elevator phones installed in 72 buildings by the end of 2016
2. Elevator door upgrades in 35 buildings by October 2015

FM

Sept 2015

Install 24/7 key boxes in all buildings to enhance
elevator vendor access. Develop key control processes
and protocols

FM

FM

FM

FM

FM

FM

FM

FM

Lead

35 in 2016
50 in 2017
55 in 2018

Completion
date

Accelerate elevator replacement work to address 140
elevators in urgent need of replacement

Improved elevator reliability and performance

Tactic

Cost: 2016
operating

$155k
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10-year
capital
repair plan

Cost: 2016
capital

Nov 2015

Completion
date
FM

Lead

Oct 2015

2016
2016

Expand high-needs building approach to Integrated
Pest Management

Improve customer service with new technology

AM

AM

AM

FM

FM

$235k

$1.20m

Cost: 2016
operating
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Cost: 2016
capital

Metrics and targets:
1. Implement high-needs building approach in a total of 18 buildings
2. Develop a “rebound prevention program” to better manage chronic pest management cases (timeline
TBC)

Ongoing

Advocate for additional funds for unit preparation and
furniture replacement

Enhance pest management

Metrics and targets
1. 10% energy consumption decrease portfolio-wide by 2023

Develop and implement long-term energy conservation plan Sept 2016

Propose and implement cost relief program for RGI
residents paying for electric heating

Address electricity charges

Metrics and targets:
1. >5% abandoned calls incoming to centralized dispatch
2. 30 second average-speed-of-answer for calls incoming to centralized dispatch

Develop and implement centralized dispatch

Increase resident satisfaction with repairs

Tactic

Completion
date

Apr 2016

Complete third-party evaluation of existing contracts
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TOTAL

Metrics and targets: NA

Dec 2015

Issue an RFP for property management services

Improve the service provided by contract-managed companies

Tactic

AM

AM

Lead

$2.14m

Cost: 2016
operating

$155k
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Cost: 2016
capital

Completion
date
Lead

Cost: 2016
operating

Sep 2015

SPSR

Oct 2015
Oct 2015
Mar 2016
Mar 2016

Host ʻHow to Apply to TCHCʼ information sessions

Implement applicant tracking system

Implement resident employability database

Implement Social Procurement Policy and Community
Economic Development Strategy

LEG
RCS

RCS

HR

HR

FIN

Getting it done: Real change at Toronto Community Housing
September 10, 2015

Metrics and targets:
1. Host two ʻHow to Apply at TCHCʼ information sessions by the end of October 2015
2. 45 residents attend ʻHow to Apply to TCHCʼ information sessions
3. 2.5% of all non-resident vendor contracts dedicated to resident employment, in-kind transfers, and
training opportunities

Jul 2015

Approve and implement updated procurement
procedures to direct award $100,000 contracts to
resident-led business

Increase efforts to hire more residents at Toronto Community Housing

Metrics and targets: NA

Launch working group
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Cost: 2016
capital

Joint Toronto Community Housing-City working group to collaborate on employment and recreation
opportunities for residents

Tactic

Action Plan to Provide More Jobs and Opportunities for Residents

Ongoing

Completion
date
RCS

Lead

Cost: 2016
operating

Fall 2015
Fall 2015
Fall 2015
Fall 2015
Fall 2015
Fall 2015
Fall 2015
Fall 2015
Fall 2015

Implement post-secondary certified employment
training

Implement peer-to-peer mentoring

Implement youth entrepreneurial program

Implement adult second career pilot

Implement Active Living quarterly events

Implement sports-based after school programming

Implement intergenerational active living programs

Implement youth internship program

Recruit staff (90% residents) to administer proposed
expanded programming
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RCS
HR

Ongoing

Recruit Manager of Sponsorships, Grants and
Development

RCS
HR

RCS

RCS

RCS

RCS

RCS

RCS

RCS

RCS

FM

Implement doubling and extension of YouthWorx program Summer 2016

$1.14m

$1.73m
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Cost: 2016
capital

Solicit funding and more partnerships to increase access by youth to recreation and employment
programs

Metrics and targets:
1. Secure sponsors for two hub revitalizations by the end of 2016

Seek sponsorship to revitalize multi-use hubs

Seek sponsorships to revitalize multi-use hubs

Tactic

Dec 2015

Completion
date
RCS

Lead
$189k

Cost: 2016
operating
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Total

$3.06m

Metrics and targets:
1. Collect data in 2016 during program implementation. Metrics and targets TBC in 2017.

Adopt sponsorship, donation and scholarship policies

Program supplies and activity costs

Tactic

84

Cost: 2016
capital

$320k

$40k

$130k

Cost: 2016
operating

$200k

$100k

Cost: 2016
capital

Mar 2016
Dec 2016

Expansion phase two

Portfolio-wide expansion
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Metrics and targets:
Score 3/5 or better on all Closing the Loop feedback questions

Dec 2015

Expansion phase one

Expand Closing the Loop resident feedback program portfolio-wide

FM

FM

FM
$600k
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Metrics and targets
1. Measurable increase in resident satisfaction with customer service as captured in the 2017 survey (target
TBD)

SID

SID

Support costs to improve customer service and
complaint handling initiatives

2016

Improve external website technology to communicate
customer service metrics

SID

SID

2016

Increased customer service satisfaction survey

SID

Lead

Support costs to enhance Operating Unit office
technology

Dec 2015

Completion
date

Conduct customer service consultations with residents

Customer service strategy

Tactic

Action Plan to Improve Customer Service

Completion
date

Aug 2015
April 2016
2016
Jul 2015

New Service Integration and Delivery team focused on
customer service improvement initiatives

Redesign torontohousing.ca

Develop service disruption and emergency
communication standards

Introduce basic customer service training for all new
staff

HR

SID

COM

HR

FM

Lead

Cost: 2016
operating

Cost: 2016
capital

Oct 2015
2016

Issue RFP for customer service training provider

Develop and implement: training on working with
vulnerable residents
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Metrics and targets: To be developed

2016

Develop and implement customer service training plan

SID

SID

SID

Train all staff on improved customer service standards and supporting vulnerable residents
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Metrics and targets:
1. Improvements to Client Care Centre service are measured and reported on in our quarterly performance
reports to the Toronto Community Housing Board of Directors

Ongoing

Transforming the Client Care Centre to improve call
answer times and resident satisfaction

Take immediate action to improve customer service wherever possible

Tactic

Completion
date
Lead

$1.09m

Cost: 2016
operating

$300k

Cost: 2016
capital
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Contingency of 15% as these are preliminary cost estimates and to address activities noted with nil estimates
for future

Total cumulative cost: $13.73m

Total operating costs: $7.8m
Contingency: $1.17m1

Total

FM

FM

Total capital costs: $4.14m
Contingency: $620k1

Dec 2015

Implement vendor and contractor onboarding program

Metrics and targets: To be developed

Sept 2015

Recruit Contractor Performance Management team

Holding vendors and contractors more accountable for the quality of their work

Tactic

Appendix 2: Sponsorship opportunities for multi-use hubs
Toronto Community Housing has 11 multi-purpose common space facilities in its
portfolio that include amenities like gymnasiums, community kitchens, youth spaces
and seniorsʼ rooms. Through the support of external partners, these facilities can be
transformed into community hubs that will address the challenges of social isolation
and a lack of adequate services for residents within a community. These hubs, with
refurbishments funded by partners along with upgraded common space amenities by
Toronto Community Housing, will not only provide a safe space for engagement
through active living for children, youth, families and seniors, but also bring residents
together, grow community capacity and leadership and place our partners at the
forefront of community investment and refurbishment across Canada.

The need
Toronto Community Housing neighbourhoods have at-risk populations, lower than
average household incomes, high unemployment rates and high rates of new
Canadians. This population has high needs for support in the areas of active living and
healthy eating. The members of our communities, especially children and youth, are at
great risk of inactivity that can potentially lead to chronic health problems. A renewed
focus on active living and healthy eating would support our commitment to
strengthening people and communities.
With proposed multi-year funding, external partners have an opportunity to lead the
way in the areas of active living and healthy eating. Through capital investment, new
and existing programs, community partnerships, capacity building and health promotion
strategies, there is potential to address:
 Chronic disease (such as diabetes, heart disease, and arthritis);
 Poor nutrition;
 Obesity (primarily among children and youth);
 Injuries; and,
 Physical inactivity and lack sport and recreation programs.
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The communities
The 11 proposed community hubs are located in the following communities:
Community hubs needing partnership
Queen’s Plate
920 Queenʼs Plate Drive
Near: Highway 27 & Rexdale Boulevard
Total units: 204
Children & youth: 243
Average household income: $13,085
Cooper Mills Townhomes
4020 Dundas Street West
Near: Dundas Street West & Scarlett
Road
Total units: 177
Children & youth: 271
Average household income: $19,093
Rowntree Manor
2765 Islington Avenue
Near: Islington Avenue & Finch Avenue
West
Total units: 237
Children & youth: 285
Average household income: $21,501
Humberline Place
10 Humberline Place
Near: Highway 27 & Finch Avenue West
Total units: 179
Children & youth: 168
Average household income: $21,534

Weston Towers
3101 Weston Road
Near: Weston Road & Sheppard
Avenue West
Total units: 176
Children & youth: 189
Average household income: $18,081
Danforth Midland
20 Gordonridge Place
Near: Danforth Road & Midland
Avenue
Total units: 217
Children & youth: 106
Average household income: $15,278
Kingston Galloway
4301 Kingston Road
Near: Kingston Road & Galloway
Road
Total units: 489
Children & youth: 388
Average household income: $7,507
Scarlett Manor
1025 Scarlett Road
Near: Lawrence Avenue West &
Scarlett Road
Total units: 128
Children & youth: 172
Average household income: $20,481
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Community hubs needing partnership
Trimbee Court
30 Denarda Street
Near: Weston Road & Jane Street
Total units: 255
Children & youth: 297
Average household income: $10,365
York Square
2468 Eglinton Avenue West
Near: Eglinton Avenue West &
Caledonia Road
Total units: 210
Children & youth: 243
Average household income: $16,488

Mabelle Place
49 Mabelle Avenue
Near: Islington Avenue & Bloor Street
West
Total units: 128
Children & youth: 278
Average household income: $22,911

The programming
Toronto Community Housing is not currently equipped to offer dedicated, year-round
programming at these facilities due in part to the need for refurbishments. Through a
multi-year capital investment strategy with external partners, we are confident that
together we can deliver direct and partner-led programs that will positively impact the
lives of the children, youth, families and seniors in these properties and the surrounding
neighbourhood.
These community hubs would be home to after-school, weekend and summer sports,
recreation and education programming for at-risk children as well as mentorship and
capacity building opportunities for youth that live in our communities. During the day,
the facilities will be a key pillar for engaging seniors in Active Living and social
initiatives. Dedicated engagement staff will work with Toronto Community Housing
program staff (youth from our communities hired to support programming) as well as
partner agencies and service providers to ensure strong and consistent programming
takes place throughout the year. This programming will improve community capacity,
individual leadership, self-esteem and overall community health.
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The partner agencies
In order to deliver community support, Toronto Community Housing will work with
community agencies and service providers to engage residents in these properties and
the surrounding community. Services at these community hubs will include (but not be
limited to) sports and recreation, health, employment, education, financial literacy and
supports for residents dealing with mental health issues. As per Toronto Community
Housing best practices, agencies and service providers will not be charged to use the
facility, nor will they be required to cover permit costs in order to provide programs and
supports to residents.
Examples of partners we have worked with in the past include YMCA of Greater
Toronto, Toronto Employment and Social Services, Toronto Police Services, Boys and
Girls Clubs, Community Health Centres (such as Unison, Four Villages), Pathways to
Education, Toronto Public Health and MLSE Foundation.
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Appendix 3: Potential recreation and employment programs
Proposed recreation programs
Active Living quarterly activities
With funding, Toronto Community Housing Communities could introduce four new
Active Living initiatives for children, youth and families in the fall of 2015, serving an
additional 500 residents. The goal would be to expose residents to new recreation
opportunities and tools for healthy living. Active Living Coordinators would support the
delivery of each of the following activities across our communities once a year:
Run Toronto – Participants from Toronto Community Housing communities would
compete in recreational events at locations across the City. It would provide a platform
for residents to showcase their various abilities in sports and recreational activities and
dealing with challenges
Winter Blast – A fun-filled day for resident families gathering together to enjoy all the
winter season has to offer while introducing them to activities they can remain active
during the winter season.
Health & Wellness Forum – This will help residents develop understanding of fitness
and how it fits in with their life.
$20 Kitchen – Using local chefs and dieticians, this program will provide residents with
an opportunity to learn how they can prepare healthy and nutritious meals on a small
budget.
Sports-based after-school programs – Children and Youth
We are not in the position to expand the Rookie League program. We believe we have
reached the optimum level of participants to ensure it is meaningful for youth and
manageable for the company. Instead, we would build on the success of Rookie
League to develop a program to continue the engagement of children and youth
beyond summer programs. This project focuses on educational activities and building
leadership skills through sports for children and youth. With funding, this program could
be rolled out in September 2015. About 400 children and youth could participate in
these programs which will be offered in 20 sites across the portfolio on an ongoing
basis.
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This program has two components:
 Achieving excellence through sports and education (children ages 6 – 12)
 Building communities through sports and leadership (youth ages 13 – 17)
This program will be delivered in Toronto Community Housing facilities and will provide
a supportive space for children and youth to excel in academia; encourage and foster
an environment for them to socialize with their peers; facilitate them becoming more
engaged in community activities; and helping them to develop social skills through
sports.
Intergenerational active living programs
Toronto Community Housing has been able to offer occasional intergenerational
programming over the years, contingent on funding. These programs have been
invaluable, but unfortunately ad hoc. With new funding, we could deliver an
intergenerational active living program at five locations with 15 seniors and 10 youth,
for a total of 125 residents participating.

Employment programs
YouthWorx
YouthWorx was first implemented by Toronto Community Housing in 2013 in 11
Operating Units across the city. The program was geared toward improving outcomes
for youth by engaging them in economic activities and skills development. YouthWorx
focuses on employing young people in the months of July and August in various smallscale labour jobs, including community clean ups, light repair jobs, community
gardening and beautification (weed pulling, basic shrub pruning), cleaning signs and
painting.
The program targets youth between the ages of 14 to 19 as team participants and
youth 18 to 29 as site leads (Building and Community Facilitators). The YouthWorx
program is a comprehensive employment program designed to reduce barriers to
employment for youth. It also supports community beautification and development
throughout our communities across the city through various activities including local
community events.
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Subject to funding availability, we propose to more than double the YouthWorx program
from 110 youth to 240. The expansion will focus on youth who are out of school and out
of work. There will be a longer employment period (12 weeks vs. 8 weeks in the
summer), with more focused mentoring and job placements after the summer contracts
end. The program would expand from one summer cohort to three seasonal cohorts:
the existing summer program, a spring program (April, May, June) and a fall program
(September, October, November).
Pre-employment/educational attainment programs
With funding, Toronto Community Housing can develop and implement a Volunteer
Preparation/Pre-Employment Series for youth most vulnerable to involvement in
serious violence and crime. Participants will be identified through referrals from staff
and agencies that work with youth involved in anti-social behaviour or have community
service hour requirements. Through a Request for Proposals process directed at postsecondary institutions, we could develop a program that works with post-secondary
institutions and community partners to look at credit recovery for high school diploma
completion as well as college credits. The focus would be on streaming participants into
gainful employment post program.
Each participant will receive a small honorarium upon completion of the program.
Training will be focused on tangible skills to secure employment, including mock
interviews, attendance at job fairs and signing them up to employment agencies and
our resident database for hiring through our Social Procurement Policy.
Post-secondary certified employment training
This program would see Toronto Community Housing youth, staff and community
members undergo an eight week certified training series to improve their skills and
employability. Sessions will focus on:
 career exploration and personality dimensions;
 self-regulation and mindfulness: (conflict de-escalation and anger management);
 Job readiness: Todayʼs critical workplace skills,
 Communication skills: speaking and presenting with confidence; and,
 Financial literacy and cultural competency – diversity matters.
This would build on a model used with YouthWorx in 2014. The YouthWorx teams
participated in Youth Leadership and Professional Skills Development training every
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Wednesday at George Brown College (Lakeshore Campus). Participants will also learn
how to pursue post-secondary education.
Peer-to-peer mentorship initiative
Mentorship is an opportunity for Toronto Community Housing staff, the business
community, students and others who have successfully transitioned into postsecondary or into the working world to support others who are also along their path to
success. Youth and adults would support each other to pursue post-secondary
education, attain gainful employment and improve their circumstances.
A new Youth Employment Coordinator will seek out mentors to support youth and
newcomers in our communities in reaching their personal goals. As a first step, we will
partner with the City to explore opportunities to participate in the roll out of their
mentoring strategy. We will also reach out to agencies such as Youth Assisting Youth.
Youth internships
Toronto Community Housing is committed to finding and working with business and
community partners who can provide internship opportunities for younger residents.
Creating meaningful opportunities for youth strengthens Torontoʼs skilled labour force.
The youth internship program contributes to the economic conditions that low-income
residents need to climb out of poverty and into careers that provide financial stability,
outlets for inherent talent, and ongoing professional development. The goal would be to
expand our current program from 12 interns to 27. An additional 15 paid full-time
internships for a period of three to four months over the summer to Toronto Community
Housing residents enrolled in or recently graduated from a post-secondary institution,
with another 12 internships in the fall. These internships would give youth an
opportunity to work in their field of interest, as well as earn funds to contribute to future
schooling. We would look to place interns in external organizations to maximize their
networking possibilities.
Youth entrepreneurial programs
Through the amended Toronto Community Housing Economic Development Strategy,
there will be a renewed focus on youth entrepreneurial development. Initiatives will
include two business boot camps for youth starting businesses in Toronto Community
Housing communities. Partnering with Business in The Streets, an organization that
works with youth to assist with entrepreneurship and small business development, and
Alterna Savings, this eight week intensive program would be open to entrepreneurs in
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need of financial assistance and business planning support. Participants would develop
a full business plan with support from industry professionals and build their business
idea to apply for business grants or a vendor position at Toronto Community Housing.
Adult second career pilot
Partnering with the City of Torontoʼs Shelter Housing and Supportʼs Employment
Division, Toronto Community Housing would pilot a second career program for former
Shelter residents and seniors living in our communities. The program would include
training, case management by Shelter Support and Housing Administration staff, and
placement and mentorship in community-based agencies.
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Appendix 4: Employment programs for residents already
underway at Toronto Community Housing
Employment for residents through revitalization projects
Toronto Community Housing is undertaking six revitalization projects across the city in
partnership with private sector development partners. Communities that are being
redeveloped include Regent Park, Lawrence Heights, Allenbury Gardens, 250
Davenport, Leslie Nymark and Alexandra Park. In each of these partnership
agreements, we have included a requirement that up to 10 per cent of employment
opportunities are provided to local residents. To date, 738 jobs for local residents have
resulted (600 at Regent Park, 115 at Lawrence Heights, and 23 so far at Allenbury
Gardens). Partners have also committed to providing funding for skilled trades training
for residents, such as the $3.5 million provided by our development partner Context
and Metropia, and a $500,000 pre-apprenticeship training partnership with the Toronto
District School Board – both as part of the Lawrence Heights Revitalization project.

Active Living programs
Rookie League
Each summer, the Jays Care Foundation in partnership with Toronto Community
Housing runs Rookie League, a summer-long baseball day-camp. Rookie League gives
participants the opportunity to play, learn and enjoy the game of baseball. Now in its
27th season, Rookie League helps to build strong communities by teaching life lessons
about teamwork, leadership and fair play, on and off the field. Approximately 1,200
children from 50 communities participate in the program and 200 youth are hired to
assist deliver the program.
KickStart
The MLSE KickStart program teaches soccer skills to children aged 6-12, while
providing them with valuable self-esteem, fair play and leadership lessons. The first
soccer program of its kind at Toronto Community Housing, KickStart brings more than
200 children from ten communities together starting in August. Program participants
practice in their communities during the week, and then go to Downsview Park for a
weekend session that brings together multiple teams for game day. Participants are
joined by players from the Toronto TFC team, the MLSE Team Up Foundation, Kia, and
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other program supporters. Toronto Community Housing will continue to support this
program at the current level with the support of its partners.
Midnight Madness
The Midnight Madness Basketball program, developed by Toronto Community Housing
in partnership with University of Toronto Scarborough Campus Athletics & Recreation,
is a component of the 2012 Toronto Community Housing Year of the Youth initiative.
The program is designed to create opportunities for personal and professional
development as well as a positive team sport experience for youth aged 14-17 using
basketball as a tool of engagement at a non-traditional hour when youth otherwise
would not have any programming options. The program is designed to bring
communities together, increase access to post-secondary attainment and encourage
physical literacy and sport for life at a time that they would otherwise not have
engagement opportunities. Toronto Community Housing will continue to offer this
program at this current level. Ninety youth from six communities participate in this
program.

Scholarships, grants and apprenticeships
Investing in Our Diversity Scholarship
Toronto Community Housing has been a partner with Scadding Court Community
Centre in the Investing in our Diversity scholarship for the past 14 years. In 2015,
Toronto Community Housing took over the administration and delivery of the
scholarship program. Close to $800,000 has been raised through this program alone to
help 300 youth pursue post-secondary education or training. Some of our key sponsors
in 2015 include Sinai Health System, Scotiabank, Tridel and Blaney McMurtry LLP.
Limitless Heights Scholarship
The Building our Future: Limitless Heights scholarship program recognizes the
commitment of resident leaders of all ages, who have been involved in community
development initiatives and made significant contributions within the Lawrence Heights
and Neptune communities. Our development partner in Lawrence Heights, Context and
Metropia, is the lead sponsor – having helped Toronto Community Housing to award
over $250,000 in scholarships since 2013.
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The scholarship program offers up to $3,000 for tuition fees and $300 bursaries to help
cover additional costs for books, materials, transportation and childcare, and economic
development opportunities through ongoing support from Toronto Community Housing.
Allenbury Gardens Scholarship
Launched in 2013 alongside our development partner FRAM Building Group, the
Allenbury Gardens Scholarship recognizes resident leaders within the Allenbury
Gardens community planning to pursue post-secondary education or attend a private
training institution.
To date, the program has awarded over $15,000 in scholarships and bursaries to
residents and continues to recognize community leaders that need financial assistance
to cover educational costs.
CHOICE pre-apprenticeship program
Toronto Community Housing has been a partner with Carpenters Local 27 for the past
ten years. The partnership allows youth to work and train in different aspects of the
construction and home renovation industry within their own communities. The program
is 12 weeks long and includes job training and practical experience components. To
date, 110 residents have participated in the program with 104 graduating.
Youth Action Grants
The Youth Action Grants were created in 2013 to recognize and support the innovative
ideas youth have to improve their communities. Funds are available to support youthled initiatives such as summer camps, community events, workshops and training.
Applicants are eligible to receive up to $2,500 in funding to support their project.
In 2015, we awarded 19 projects totalling $47,500. All selected projects fall within one
of the thematic areas, including safety and community capacity building, civic
engagement, Active Living/health and economic opportunities. The program is open to
applicants who are residents of Toronto Community Housing and who are between the
ages of 16 and 29.
Strengthening Communities Youth Leadership Program
The Strengthening Communities Youth Leadership Project was created in 2013 to
advance the capacity of youth living in Toronto Community Housing. Youth develop
eight-to-ten-week projects focused on making a positive impact in their communities.
Individual projects are eligible for up to $5,000 in funding. The project encourages
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youth to create meaningful change in their communities by focusing on building
community leaders and local governance structures such as resident/youth
associations. As decision makers, planners and implementers of projects, youth also
receive skill development and training on a number of topics, including life skills,
governance, and gender-focused programming.

Other programs
Shoppers Drug Mart Job Fair – Regent Park
This summer, through a partnership between Toronto Community Housing, Daniels
Corporation, TESS and Shoppers Drug Mart, a job fair was held in Regent Park. Some
108 Regent Park residents attended, and Shoppers was very impressed by the turnout
and solid number of qualified applicants. They will be hiring 50 people as a result of this
job fair to support the opening of their new store in Regent Park.
261 Jarvis St – MLSE Partnership
Toronto Community Housing and the MLSE Foundation have recently partnered to
develop 42,000 sq. ft. of vacant space at 261 Jarvis St. which will be transformed into
The Youth Centre for Sports Development, the first of its kind in the world. As part of
this new partnership, the MLSE Foundation will spend approximately $6 million to buildout the centre plus deliver an estimated $50 million in programming over the next 20
years aimed at improving the health and mental development of underserviced children
and youth not only in Toronto Community Housing communities, but throughout the
City of Toronto. Programs for adults and seniors will also be run from the centre.
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Toronto Community Housing is Canada’s largest social
housing provider and a key part of our city’s infrastructure.
We provide homes to nearly 60,000 households with low
and moderate incomes across the city. We continue to work
with many partners and create new partnerships to help build
vibrant communities and a better city for all.
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Toronto Community Housing
931 Yonge Street
Toronto, Ontario M4W 2H2
416.981.5500
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