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From ordinary to
extraordinary

If you need help, we are here
Call 416-981-5500 or email help@torontohousing.ca at any time to talk to a Client
Care agent.
During the COVID-19 emergency, Toronto Community Housing staff
are at work in our buildings and offices delivering essential services.
You can reach us 24-7 through the Client Care Centre:
• If you are self-isolating and need help with daily living needs (food and medicine).
• To request repairs or maintenance in your unit.
• To make an appointment to meet with staff (offices are closed to walk-in visits).
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Coming in 2022:
Toronto Seniors
Housing Corporation

The creation of Toronto Seniors
Housing Corporation (TSHC) is part
of the City of Toronto’s Tenants
First plan. The new corporation will
focus on addressing the specific
needs of seniors and on making sure
senior tenants have access to the
housing, health, and community
supports they need to age in place.
TSHC already has a Board of Directors and
a Transition Team that is working closely
with TCHC and the City to prepare for June
2022, when the new corporation will start
to operate TCHC’s 83 seniors-designated
buildings. At that time, all tenants living in
those buildings will become TSHC tenants.
Until the transfer takes place, Toronto
Community Housing is still responsible
for operating the buildings, delivering
tenant services and being landlord for
the nearly 15,000 tenants living in its
seniors-designated buildings. TCHC will
continue to own the buildings and pay
for capital repairs after the transfer.

The Office of the Commissioner of
Housing Equity will continue to provide
services to TSHC tenants after the
new corporation begins operating.
Timely communications will keep
senior tenants up to date about the
transition. Materials will translated into
the top 10 languages used by TCHC
senior tenants. Virtual information
sessions are also planned.

Give us your feedback
We want to hear from senior tenants. What
information do you need to know about the
transition? And what are the questions you’d
most like us to answer? Send an email to
info@torontoseniorshousing.ca or
call 416-981-5500.

.

For service requests or questions about your
tenancy or building operations, contact the
Client Care Centre at 416-981-5500
or help@torontohousing.ca.
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GAME ON!
KickStart tournament gives
kids a chance to compete
and re-connect

This October, the MLSE KickStart
program hosted its very first
season-end soccer tournament for
kids aged 8 to 14 from six Toronto
Community Housing communities.
For the majority of the 2021 season,
TCHC’s Active Living team led
the program virtually. As October
neared, however, they finally had
the opportunity to hold an inperson tournament where kids could
interact in real life. The tournament
turned out to be a huge success.
“This event that we ran was super
important for the kids,” said Christine
Lam, Toronto Community Housing’s
Supervisor, Active Living and Centralized
Programs. “For some, it was really the
first major in-person event since the start
of the pandemic, let alone a sporting
event. Parents have told us it’s not only
the socialization that was needed, but

4

being outside and being physically active
with friends after so many lockdowns.”
All children were provided with
socks, shin guards, shorts,
jerseys, and a BMO soccer ball
upon arrival. After the tournament,
there was an award ceremony that
included trophy presentations.
In 2022, Lam and her team are hoping
the full nine-week program will go
ahead in-person, creating more
opportunities for TCHC youth to learn
teamwork and leadership skills while
getting active. They have plans to make
the program bigger and better moving
forward. And with incredible supporters
and sponsors like MLSE Foundation
and BMO, the sky is the limit.

.

For more information on KickStart or to
register for next year, email
activeliving@torontohousing.ca or
call 416-668-3672.

‘Tis the season for
safe cooking and baking

The winter season inspires many of us to get in the kitchen and make tasty
treats for family and friends. When cooking or baking, please remember
that unsafe cooking is a leading cause of fires in our buildings. Here are
some important fire safety tips to keep in mind when cooking or baking:
• Stay in the kitchen when you fry, boil, grill or broil food. If you need to leave the kitchen,
turn off the stove and move any pots and pans off the hot element.

• Keep your cooking area free of anything that can burn, including oven mitts, food
packaging and utensils.

• Clean your cooking equipment after each use. Crumbs, grease and spilled food can catch
fire easily.

• Never hold a child when you’re cooking. Children should be kept away from the stove at
all times.

• If you have a fire in your oven, turn it off and let the contents cool. If the flames escape

.

the oven and you can’t contain the fire, leave your unit and call 9-1-1.

• If a grease fire starts in a pan, never pour water on it. Instead, if safe to do so, slide a lid
over the pan and turn off the stove.

Visit torontohousing.ca/firesafety for more fire safety tips
Toronto Community Housing |
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Hub openings are great news for tenants
Throughout 2021, Toronto Community
Housing has been opening more
Tenant Service Hubs in communities
across the city. These hubs are a
key component of the new service
delivery model we introduced in 2019.
The hubs provide tenants with a “one-stop
shop” for services and support, bringing
them closer to where tenants live and
making them more efficient and convenient
for them. The new hubs will allow tenants to
get in-person service, meet with staff oneon-one, place work orders, hand in annual
review paperwork, pay rent, and more.
While the eventual goal of the hubs is to
allow tenants to drop-in during posted
hours, due to COVID-19 they are required
to book an appointment in advance.
Over the past few months, there have been
some very exciting and memorable hub
openings, with TCHC’s new CEO Jag Sharma
and COO Sheila Penny attending. Members
of TCHC’s Board, local Councillors, tenant
leaders and building reps, TCHC staff, and
other members of the community were
also invited to share the experience.
These openings are the result of many
months of hard work by staff and a
key milestone in TCHC’s effort to bring
even better service to tenants. Even
6

more hubs will be opening throughout
the rest of 2021 and into 2022.
“The Tenant Service Hub openings have
been a great way to get into different
TCHC communities and buildings and
celebrate this giant leap forward for
tenant service,” said Sheila. “I have heard
from tenants that having resources and
support close to their homes is really
important. The Tenant Service Hubs are
allowing us to deliver on this feedback.”
If you’re not sure if the hub in
your community is open yet, go to
torontohousing.ca/hubs or contact your
Tenant Services Coordinator. If you’re not
sure who your Tenant Services Coordinator
is, contact the Client Care Centre at
help@torontohousing.ca or
416-981-5500.

.

▲ Hubs are opening across the city

2021 tenant leadership
by the numbers

We know that participating in elections during a pandemic is not easy, and we appreciate
all the tenants who choose to take part. Tenant leadership is an ongoing process:
communities in later phases of the election process are currently electing their leaders,
while communities in earlier phases are moving through the orientation process and the
service quality indicator surveys.
As a tenant leader, tenants are given the opportunity to participate in local decision-making
and community action planning. In doing so, this allows them to make a difference in their
building and communities and have an impact on tenants’ lives.
Year-to-date (as of Nov. 2021):

Service quality indicator survey: phase 1

86
45

tenants participating
buildings in the phase

The SQI survey focuses
on building cleanliness,
maintenance, tenant
communications,
community safety, tenant
support services, and
tenant engagement.

Tenant election results

6,101

tenants have been directly
engaged through phone calls,
emails and door knocking
to date

206

communities currently going
through election process

1,022

tenant leaders representing
140 communities have been
put in place. This includes 255
Community Representatives
and 767 Building/Townhouse
Committee Members

174

candidates’ nominations have
been received as part of phase 3

For more information or to express interest in participating in your building/townhouse
community’s election process, contact your Community Services Coordinator.
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A friendly voice
for those in need
How Seniors Connect
is supporting elder
tenants during
the pandemic
▲ Program coordinator Ryan James enjoys a
sunny day with two senior tenants

For many Toronto Community
Housing senior tenants, Active Living
program activities are the highlight
of their week. These activities
offer meaningful opportunities to
engage with one another, and range
from exercise sessions and group
meditations to bowling, karaoke
and dominoes tournaments.
But when the COVID-19 pandemic
arrived in March of 2020, Active Living
programs were paused for health and safety
reasons. As group interactions were no
longer allowed, this understandably had
a very negative effect on tenant morale.
“The impact of the pandemic was
evident right from the start with
restrictions on interaction, mobility,
8

and just a general sense of fear for
our senior population,” recalls Ryan
James, Program Coordinator. “Not only
this, but there was a growing sense of
isolation, loneliness, and depression.”
James and his team noticed that many
senior tenants were very happy when
they connected through a simple phone
call, which stemmed from their need to
communicate with people outside their
isolation bubbles. This led to the creation
of the Seniors Connect program.

“There was a growing sense of
isolation, loneliness and depression”
Seniors Connect is about connecting
senior tenants through regular,
consistent conversations with a trusted

and familiar voice. James and his team
developed a program around making
daily or weekly phone calls to tenants to
check in and conduct wellness checks,
share building resources and vaccine
information, and also to exchange funny
stories, recipes, and recent news in
their communities. Sometimes, these
calls involve a leading of light, virtual
exercises such as meditation or chair
yoga. Some calls last only a few minutes,
whereas others can be much longer,
depending on the needs of the tenant.
“Understanding the negative impact caused
by the pandemic on our senior population,
we realized the urgency in developing and
implementing this program,” says Cathy
Zhao, Senior Program Leader, Active Living.
She is a member of the small team making
regular calls. “It started as a two month
pilot that has grown to what it is today.
We’re still going strong and the feedback
from seniors has been overwhelming.”
In only a few weeks, what began as checkins with 40 senior tenants has grown to
120 tenants in ten TCHC communities.
Seniors Connect has made all the
difference for senior tenants and they’re
tremendously grateful to the staff.
“They sometimes want to keep us on the
phone for hours,” says Patricia Matthews,
Senior Program Leader, Active Living.
“Over time, they started to call us and
their demeanors have changed. You can
sense more cheer in their voices.”
Zhao and Matthews also work with local
food banks like the Daily Bread and
Soso World Ministries to prepare food

boxes and personally deliver them to the
doors of seniors facing food insecurity.
This is done on a weekly basis.

“The feedback from seniors
has been overwhelming”
What’s more, in December 2020, the
Children’s Breakfast Club approached
Matthews and offered $100 President’s
Choice gift cards for seniors and families
at TCHC. Many senior tenants who are

▲ Danforth senior tenants show
their approval
part of Seniors Connect received them
in the mail and will continue to do so
moving forward. Over $40,000 in gift
cards have been delivered to date.
As TCHC communities continue to cope
with the ongoing pandemic heading into
next year, many may wonder what the
future is for the Seniors Connect program.
For senior tenants, their wishes for it
to continue have been overwhelmingly
loud and clear. Message received!

.

To find out more about the Seniors Connect
program, contact the Client Care Centre by
emailing help@torontohousing.ca or
calling 416-981-5500.
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The new tenant Safety
Guide is here!
Information about fire safety, community safety and seasonal safety in a
single, easy-to-read publication, including what to expect from
Toronto Community Housing during safety situations.
WHAT’S IN IT
Do you know how to put out a small grease
fire if it starts in a pan while you cook?
If it is safe and easy to do so, slide a lid
or cookie sheet over the pan and turn off
the burner.
Learn more fire safety tips in this guide, as
well as information on unit takeovers, what
to do in an Extreme Cold Alert, and more.

TO GET A COPY
There are several ways you can read it:
• print and online
• in the top 18 languages in our communities
• large print (English)
• Braille (on request)

.

You can go online to torontohousing.ca/safetyguide,
contact the Client Care Centre at 416-981-5500 or go
to your regional office or Tenant Service Hub when it
is open.
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Tenants have
a new laundry
service provider
Toronto Community Housing’s
tenant laundry service provider has
changed from Sparkle Solutions to
Coinamatic, a change which took
effect on October 1. All laundry rates
will remain the same and there will
be no changes to existing processes.
The switchover of machines and equipment
in laundry rooms is happening in all
TCHC buildings, and is expected to be
complete by February of 2022. More
than half our buildings have already
switched over, as of this December.
The switchover takes up to two business
days, with the goal of minimizing the
disruption on your ability to do laundry.
Once the previous provider’s equipment
is removed, Coinamatic’s equipment
will be installed as soon as possible.

information on how to load money to your
new card. It is important to note that laundry
cards from the previous laundry provider
will not work with Coinamatic machines.
You are encouraged to use the funds you
have on your old laundry card before the
machines change in your building. If you
have remaining funds on your old laundry
card, you can request a refund. This can
be done by visiting your superintendent’s
office and asking for a blue form and return
envelope provided by Sparkle Solutions.
Once the form is filled out and complete,
you can place the filled-out form, along with
your laundry card, in the envelope and give
it to your superintendent. Sparkle will pick
up your envelope and process your refund.

If you have any questions about the change
in laundry service providers or how to get a
refund for the remaining funds on your old
You will receive an information package
laundry card, speak to your superintendent
either the day before or the same day the
or contact the Client Care Centre by emailing
new machines are installed. This information help@torontohousing.ca or by calling
package will include details about the new
416-981-5500.
laundry contract, a new laundry card, and

.
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Your favourite winter
comfort foods

When a chill is in the air and a dusting of snow blankets the ground, it’s time to head
indoors and enjoy the foods that keep us warm and lift our spirits. Do you fancy a cup of
soup to keep out the cold? Perhaps you prefer a spicy curry for a cozy night at home.
Let us know what your favourite winter comfort food is and your entry could be chosen
at random to win a grocery gift card valued at $50. The winning entry may also be
featured in the next issue of Tenant LOOP. This contest is only open to tenants of Toronto
Community Housing.

Contest entries can be sent via:
• Email to TenantLOOP@torontohousing.ca
• Direct message to our Facebook page at facebook.com/TorontoCommunityHousing
• Mail to 931 Yonge St., 7th floor, Toronto, ON M4W 2H2 (Attn: Tenant LOOP)
Please send your entries by Friday, February 4, 2022.

Congratulations to Jackie, the winner of our
“Coming out of Lockdown” contest from
the fall issue. Jackie is happy she can now
attend music concerts at smaller venues
with other people, and support local Toronto
bands. Jackie has won a Cadillac Fairview
gift card with a $50 dollar value. We hope
your favourite act gives a second
encore, Jackie!
12

From ordinary
to extraordinary
something with bright and vibrant colours to
make it pop and be vibrant."
"Because our community has been through
so much, we're rebuilding. We're trying to
change the footprint," said Angela Brackett,
one of the community leaders involved in
the creative process. The mural "brings
out hope," she added, explaining that the
location of the staircase had in the past
been known as a site where kids would get
in trouble.

Guided by local artist Amir Akbari,
young people living in TCHC’s
Mornelle Court community have
transformed an otherwise regular
outdoor staircase into a vibrant art
experience full of life and colour.

To now see young people get involved in
the mural project has been heartwarming

The design of the artwork represents the
community's voice, explained Amir, who is
the creative force behind several high-profile
murals in Toronto. "I really like to bring the
community in," he said. "They also help to
protect the piece and take care of it."
A total of 20 young artists helped Amir
create the mural during the final two
weeks in September. Only five volunteers
were on site at any one time, in order to
comply with COVID-19 safety rules.
The community consultation process
resulted in a truly unique design. The mural
features a waterfall running down the steps,
trees and special features such as a blue jay
and a paper airplane. “The area is normally
quite dark,” Amir said, "so we wanted

▲ Artist Amir Akbari (2nd from left)
poses with volunteers
for Angela. "When we did outreach to the
community, it was so great to see that youth
had a lot to say. This project feels like a
turning point in making everyone come
together as one."

.
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Your comment,
our solution

Your comment: I got a phone call
from someone telling me my rent was
overdue and asking me to pay them
money (even though I know I paid
my rent) and to give them banking
information. What should I do?
Our solution: Be aware of fraudsters
calling to tell you that you are in rent
arrears and owe money. They will demand
money right away and may threaten you
with legal action. This is a scam! Toronto
Community Housing staff will never ask
you for your personal banking information
or take rent payments over the phone.
If you suspect you are dealing with a phone
fraudster, end the call and report the
number to the Canadian Anti-Fraud Centre
through their website at antifraudcentre.ca
or by calling 1-888-495-8501. If you think
you’ve been the victim of fraud, report it

to Toronto Police or call the Community
Safety Unit right away at 416-921-2323.
Your comment: I haven’t gotten my
COVID-19 vaccine yet. Am I too late?
Our solution: No, you’re not too late. We are
currently in phase three of the provincial
government's three-phase plan for
vaccinating Ontario, and vaccination clinics
are available in many areas across the city.
We encourage you to visit our
COVID-19 vaccine page at
torontohousing.ca/covidvaccine
which provides links to numerous
COVID-19 vaccine resources. You can also
visit the City’s site at toronto.ca/covid-19
to book an appointment. We encourage
you to visit both of these webpages
frequently as they are updated often.

How to get in touch
You can call these numbers 24-hours a day, seven days a
week, or reach us via email at help@torontohousing.ca
• Client Care Centre 416-981-5500
• Community Safety Unit 416-921-2323
• Crime Stoppers 416-222-8477
14
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Tenant LOOP is available in many languages.

¡Hola!

Call 416-981-5500 to request a translated copy.

@TOHousing

TorontoCommunityHousing

你好

@torontohousing

To request this newsletter in an accessible format, please contact the
Client Care Centre at help@torontohousing.ca or 416-981-5500.

Thank you!
This issue was made
possible by the
incredibly inspiring
community members
featured in our stories.

Tenant LOOP
Thanks also to everyone
else who has helped us
put a spotlight on our
communities and city.

We welcome editorial tips and
comments. Contact us at
TenantLOOP@torontohousing.ca
© 2021 Toronto Community
Housing Corporation
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Prefer to get Tenant LOOP in your email inbox?
Sign up today at torontohousing.ca/tenantLOOP or by
sending an email to TenantLOOP@torontohousing.ca

