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FOREWORD

Each of us is limited by what we don’t know and by what the
others don’t know. With knowledge comes understanding. With
understanding comes wisdom and with wisdom comes justice and
to have justice we must never forget how the world looks to those
who are vulnerable. I will never forget the people who taught me
to see the world through their eyes.'

In October 2009 Toronto Community Housing Corporation asked me to conduct a review and
prepare a report on the circumstances surrounding the eviction and subsequent death of Al
Gosling and their Eviction Prevention Policy and practices, particularly as they relate to

‘vulnerable’ tenants.

A website was created so that interested persons could provide their confidential comments
relating to my review. A telephone hotline was established to receive confidential recorded
messages. | conducted consultation meetings with 300 — 400 tenants, TCHC frontline staff and
management and representatives from community support agencies and legal aid clinics. We
have also received numerous written submissions by mail and email from other interested

individuals and organizations.

It is important to begin by recognizing and commending the work that is done every day by the
frontline staff and management of TCHC. Throughout this review TCHC staff demonstrated
compassion, professionalism and understanding of the challenges facing the tenants at TCHC.
This is particularly impressive since their work is carried out in an environment of funding and
resource limitations, both within TCHC and in the community. I was also greatly impressed by
the many community, social and legal agencies with whom I met, for their insights, their vigor

and their commitment to service and to justice.

Perhaps most impressive was the insight, strength and resilience of the tenants at TCHC with
whom [ met, spoke or heard from throughout this review. The wealth of talent, energy and

goodwill among the residents of TCHC, if properly supported and encouraged, will greatly assist

' The Honourable Justice Rosalie Silberman Abella of the Supreme Court of Canada in the Koskie Minsky Lecture
delivered at the University of Western Ontario, October 30, 2009.



TCHC in the times ahead to meet the challenges it faces on a daily basis in carrying out its most

important mandate.

I wish to acknowledge the assistance throughout this review of Lynn Mahoney, Mark Crane and
Geoffrey Leung, as well as the administrative support of Iris Wordsworth and Sarah Nath. [ am
also grateful to Howie Wong, Michelle Wong and Mitzie Hunter of TCHC for facilitating the

production of information necessary for this review.

Keiko Nakamura has recently been appointed Chief Executive Officer of TCHC. She impresses
me as one who has the vision, determination and heart to guide TCHC on its path as a successful

social housing provider.

il



Section 1: Terms of Reference and Scope of Review

A. Introduction

In October 2009, following the eviction and death of Mr. Al Gosling, the Board of Directors of
the Toronto Community Housing Corporation asked me to conduct an independent review of the
circumstances surrounding Mr. Gosling’s eviction from TCHC, and to review and make
appropriate recommendations regarding TCHC’s Eviction Prevention Policy. Although the focus
of this report is to examine the policies and practices of TCHC relating to eviction prevention,
especially as they relate to vulnerable tenants, it is important to keep in mind that an impetus for

this review was the untimely death of Al Gosling.

Al Gosling was born in June 1927. At age 60, he became a tenant of TCHC. He lived in a
bachelor apartment at Arleta Manor (11 Arleta Avenue, Toronto)” from 1988 until his eviction
21 years later on May 28, 2009, one month before his g2 birthday. It appears he may have lived
in a stairwell at Arleta Manor for some short period between his eviction and being transported
by paramedics on June 6, 2009 from Arleta Manor to Humber River Hospital. After Mr. Gosling
was released from the hospital, he resided at various times at the Good Shepherd Centre shelter.’
In September 2009, after apparently living in shelters for several months, Mr. Gosling developed
an infection. He was transferred to the Sherbourne Health Centre.* TCHC staff visited him there
to arrange for his return to his bachelor apartment at Arleta Manor. Unfortunately, before he
could return, Mr. Gosling’s health deteriorated, resulting in his transfer to Toronto General

Hospital, where he died on October 11, 2009.

B. Terms of Reference

The terms of reference for this review as set out by the Board of TCHC are as follows:”

. In light of the eviction of the late Mr. Al Gosling, identify
any gaps in how the Eviction Prevention Policy (the

* Joe Fiorito, “Fiorito: Answers still elusive in death of Al Gosling” The Toronto Star (23 November 2009), online:
thestar.com <http://www.thestar.com/news/gta/article/729399--fiorito-answers-still-elusive-in-death-of-al-gosling>.
? Good Shepherd Centre, 412 Queen Street East, Toronto.

* Sherbourne Health Centre, 333 Sherbourne Street, Toronto.

> Terms of Reference (Tab 1).



“Policy”) and procedures under it were applied and suggest
remedial measures to prevent further occurrences.

. Review the interim actions taken by Toronto Community
Housing to strengthen the Policy and advise on whether
additional procedures are needed to implement the purpose
of the Policy.

. Advise on the implementation of amendments to the Policy
proposed by Toronto Community Housing to avoid the
eviction of vulnerable tenants for the non-payment of rent.

. Advise on any other changes to the Policy or additional
procedures to address other eviction prevention issues that
arise out of the independent review.

C. Eviction Prevention Policy

Below is the summary of TCHC’s Eviction Prevention Policy prepared by TCHC for this review
and posted on its website. I have reproduced it in its entirety since it provides the context for this

review:

Toronto Community Housing’s Eviction Prevention Policy

Toronto Community Housing recognizes that some tenants may
have trouble paying the rent or completing forms. When this
happens, our policy is to work with tenants to prevent eviction
because of unpaid rent at every step of the legal process, and to
ensure eviction is a last resort.

We use a range of strategies, including tenant education, clear
communication with tenants, and helping each tenant who has
difficulty with rent payments to develop a good plan for staying
housed.

The policy covers tenants in both market and rent-geared-to-
income housing, and applies to communities directly managed by
Toronto Community Housing and communities where property
management services are contracted.

Rights and Responsibilities
Tenants

= Tenants can come forward and speak to staff at any point in
the legal process to seek help in developing strategies to
keep themselves housed.



Tenants must pay their rent before or on the first day of
each month. Eviction prevention strategies must not be an
incentive not to pay rent on time.

Tenants must complete forms that tell Toronto Community
Housing about any changes in income and household
composition within 30 days of the date of the change, so
that rent can be calculated properly.

Tenants have the right to a clear, complete explanation of
how their rent is calculated.

Toronto Community Housing

Operating Unit Managers will work with any tenant who
comes forward at any point in the legal process. Staff will
stay in regular contract until the problem is solved.

Toronto Community Housing will clearly inform tenants
about the Eviction Prevention Policy, the actions they can
take and their obligations.

Toronto Community Housing will contact tenants who are
late paying the rent within eight business days to find out
why and help solve the problem.

Operating Unit Managers will choose appropriate strategies
to prevent evictions, such as education, communication and
helping tenants to understand their responsibilities and
address their difficulties in paying rent.

Operating Unit Managers will ensure there is direct contact
with affected tenants at these key points in the rent
collection process:

e When sending a late payment notice to a tenant

e When a tenant gives notice that they have a problem
paying the rent

e Before filing an application with the Landlord and
Tenant Board

e At the time the Landlord and Tenant Board makes a
decision



= Operating Unit Managers will continue efforts to collect
rent and support a tenant facing eviction through every step
of the legal process.

D. Summary

The mandate of this review is to make recommendations to help prevent evictions of vulnerable
tenants for non-payment of rent. As I said throughout the consultations held in this review,
“vulnerability” is a term that is and should be elastic so that it encompasses a wide range of
challenges facing an individual. Vulnerable tenants should clearly include those such as seniors
and those with physical disabilities, mental health difficulties and disabling emotional problems.
However, there are a host of other risk factors, some of which can cause a person not otherwise
considered vulnerable, to very quickly become vulnerable. It is important that TCHC develop
strategies for assessing a tenant’s status on an ongoing basis so that if and when they become
vulnerable or, as I would prefer to describe it, they become “at risk,” systems are in place to

provide extra assistance for them to maintain successful tenancies.

A number of recommendations made in this report, most notably those relating to improved
communication strategies, could well apply to many aspects of the relationship between tenants
and TCHC, not just the eviction prevention policies. I heard from many people who were
frustrated in their attempts to navigate through various policies and procedures at TCHC. I spoke
with the families of a woman in her 80’s and a man in his 90’s about the upset those TCHC
tenants experienced with the complex rental procedures. It is my fervent hope that this report will
assist in alleviating some of these frustrations and preventing a recurrence of the tragedy

experienced by Al Gosling.



Section 2: Toronto Community Housing Corporation: Mandate and Structure

A. Social Housing in Toronto - Generally

“Social housing” generally refers to housing that is run on a non-profit basis with government
capital and/or operating assistance. There are approximately 99,000 social housing units in the
City of Toronto including private, publicly-owned non-profit housing and co-operative housing.’
TCHC owns and operates 58,500 of these units which provide housing for 164,000 persons. As a
result of the Province handing over responsibility for social housing to the municipality in 1995,
the City of Toronto now administers and largely funds almost all social housing units in the City.
The legislative framework for social housing is set out in provincial legislation, in the Social

Housing Reform Act, 2000 and its regulations.’

B. Mandate of TCHC

The mandate of TCHC is “to provide quality housing for low
and moderate income households and to create community
conditions that minimize risk and promote resiliency.”

This principle must guide TCHC and its employees in every aspect of their work. Throughout
my consultations I heard from tenants, agencies and staff about the confusion regarding the role
of TCHC. Is it just another commercial landlord or is it something “more” than that? Are TCHC

staff to provide social work services?

The answer to both questions is “no”. The written mandate of TCHC speaks of “minimizing risk
and promoting resiliency,” so it is not just a commercial landlord. However, the current staffing
and funding model under which TCHC operates precludes it from providing services that are in

the nature of social work or even supportive counselling.

% Linda LaPointe and Sylvia Novac, LaPointe Consulting, Analysis of Evictions Under the Tenant Protection Act in
the City of Toronto: The Non-profit Housing Sector (2004).

7 Social Housing Reform Act, 2000, S.0O. 2000, c. 27 [SHRA]; O. Reg. 298/01.

¥ Toronto Community Housing’s Mandate and Roles, online: <http://www.torontohousing.ca/about/mandate_roles>.
[TCHC Mandate]



TCHC’s new Mental Health Framework explicitly recognizes these limitations in stating,
“Toronto Community Housing does not have — and can never have — individualized supports for

tenants who want and need it.”’

It is important that it be clearly understood that TCHC cannot
itself provide social work services for its tenants. However, in order to fulfill its mandate to
“create community conditions that minimize risk and promote resiliency,” TCHC must reach out
to agencies that are in a position to provide assistance, particularly for vulnerable tenants.
However, as recognized in the Mental Health Framework, accessing these services can be
challenging; they are fragmented and not funded to a level that allows them to meet what is a

very significant demand. "

C. Background and Current Structure of TCHC

The Metropolitan Toronto Housing Authority and the Toronto Housing Company, (which
consisted of the former Cityhome, and the Metropolitan Toronto Housing Company Limited)
merged in January 2002 to form the Toronto Community Housing Corporation. The City of
Toronto is the sole shareholder of TCHC, however, TCHC is operated at arm’s length from the
City. TCHC has two subsidiary organizations: Access Housing Connections, which manages the

wait list; and Housing Services Inc., which is the Contact Centre (Call Centre).

The original housing corporations had different histories and different types of tenants. Over
time these differences have diminished as existing tenants moved out and new tenants moved in.
The former Metropolitan Toronto Housing Authority, with approximately 28,000 housing units,
accommodated tenants on a 100% rent-geared-to-income basis including a high proportion of
families, particularly single parent families. The Toronto Housing Company, with approximately
30,000 units, contained a large number of seniors buildings, almost all of which were 100% rent-
geared-to-income, while the City Home units were mixed household incomes as well as a mix of

household types.

Today TCHC operates approximately 58,500 low and moderate income tenant households in 360
developments, comprised of 2,200 buildings, of which over 1,000 are houses. TCHC, with

? Toronto Community Housing Corporation, Toronto Community Housing’s Mental Health Framework: Executive
Summary (5 November 2009) at 5. [Mental Health Framework Executive Summary] (Tab 2)
' Mental Health Framework Executive Summary at 3 (Tab 2).



164,000 tenants, is the largest social housing provider in Canada and the second largest in North

America.

TCHC tenants are from diverse backgrounds in terms of age, household type, background,
culture, language, sexual orientation, and mental and physical ability. About 90% of tenants in
TCHC pay on a rent-geared-to-income basis, 10% pay market rent. Twenty-five percent of the
tenants are seniors, almost all of whom live in one-person households. Twenty-eight percent of
the tenants self-report as physically disabled and 9% self-report as having mental illness. The

average age of tenants is 54 years and 37% of TCHC tenants are 65 years or older.

TCHC manages its housing by direct service delivery (Toronto Community Housing staff) and
by contract management (property management contractors delivering all or a range of tenancy
management and maintenance services). There are 1,942 units, less than 4% of the total,
contract-managed. During the consultations we heard of significant variation in the service

received depending on the type of management in the building.

D. Reorganization of TCHC

It was clear during the consultations that everyone, whether tenants, TCHC staff or outside
agencies, was challenged and some were exasperated by the amount of change TCHC has
undergone in recent years. A staff member aptly described all the changes as having created
“change numbness.” The frequency and breadth of change has contributed to confusion on many
levels. For example, the location of offices, travel distance to central offices, the identity of staff,
the job description of staff, which policies apply, services available to tenants and tenants’
understanding of staff responsibilities have all added to the confusion. These issues contribute to
the inability of some tenants to live up to their responsibility to pay their rent, to complete the
annual review documents in a timely fashion or at all, and to the inability of staff to know what

to do “to create community conditions that minimize risk and promote resiliency.”"!

Since July 2008, TCHC is organized as follows:

"' TCHC Mandate.



= 13 Operating Units, two of which are focused on seniors and single family homes. This

is a reduction from the prior 27 operating units;

= 13 Operating Unit Managers, each reporting to one of four Housing Directors.

Previously there was one Director instead of four;

= 91 Tenant Services Coordinators: TSCs are primarily responsible for administering the
annual review process, including completing rent calculations and managing the tenant

files;

= One Customer Service Facilitator working at the front desk of each of the 13 Operating

Unit Offices;
= 4 Community Health Managers who focus on development efforts at the building level;

= 27 Health Promotion Officers: HPOs are primarily responsible for liaising with tenant
representatives, attending and organizing meetings in tenant buildings, and intervening in

situations when called upon by a TSC or an Operating Unit Manager;

= TSC and HPO offices are located in the Operating Unit Offices, which were until
recently often some considerable distance from some of the buildings for which they are

responsible;

= One Superintendent for each building or group of buildings; however, depending on the
number of units, there may also be a Senior Superintendent. The Superintendent is
responsible for addressing building-specific conditions such as cleaning and repairs. The
Superintendents do not live in the TCHC buildings, but will have an office in the building

or group of buildings."

The waiting list for TCHC units is managed by Access Housing Connections, a TCHC
subsidiary. The waiting and internal transfer lists are seen by many tenants as frustrating and
non-transparent processes. There are currently approximately 70,000 households on the TCHC

waiting list, which provides some insight into the importance of and need for social housing

'2 Other staff positions include Community Safety Promotion Officers and Building Supervisors.



alternatives in Toronto. Annually, only 10% of those households on the list obtain a unit, which
demonstrates the difficulty Toronto residents, some of whom are vulnerable, face when seeking

to become TCHC residents.

Tenants, staff and community agencies alike express extreme frustration with the Contact Centre
(Call Centre) (416-981-5500) run by Housing Services Inc. This Call Centre is usually the only
avenue most tenants and agencies have available to contact TCHC. It is open 24 hours a day,
seven days a week, for tenant calls. Difficulties tenants have encountered with the Call Centre

service have been a noteworthy factor in the challenge TCHC faces in achieving its mandate.

Tenants and agencies related the frustration and utter futility of making contact or receiving a
response from TCHC through the Contact/Call Centre. We heard numerous cases where calls
were unanswered after a very long wait time. Many tenants, particularly vulnerable tenants, may
have no telephone or may use a payphone or telephone calling card with limited time

availability.

E. Community Management Plan

In order to gauge success in satisfying its mandate of “providing quality housing... and to create
conditions that minimize risk and promote resiliency,”’”> TCHC has developed a three-year
strategic management plan. The Community Management Plan, which is to guide TCHC by
setting its priorities and identifying areas for improvement, is revised annually. It recognizes that
TCHC is “more than a landlord and a developer” in that it also has a mandate “to deliver

sustainable, healthy communities.”"*

The Plan identifies and recognizes some of the very significant challenges facing residents and

what TCHC must do in response: "

Toronto Community Housing continues to feel the impact of the
mental health concerns experienced by tenants and the social
isolation that often results when such issues remain unaddressed
and/or unidentified. Toronto Community Housing provides

" TCHC Mandate.

'* Toronto Community Housing, Community Management Plan: 2008-2010 (14 December 2007) at 4 [CMP 2008-
2010].

' CMP 2008-2010 at 37.



housing to a large number of people living in poverty. A large
proportion of that population are of ethno-racially diverse
populations for whom mental health services are limited. Its
communities are also home to a large proportion of
unemployed/underemployed people. The impact of this
disproportion places an obligation on the organization to develop
appropriate responses to issues of mental health and social
inclusion. The organization feels strongly that this commitment to
respond will result in healthier and safer communities.

The role that mental health issues play in the lives of these vulnerable tenants is significant.

There are currently approximately 8,900 TCHC residents identified with mental health issues. I

expect the actual number is much greater. This is a very real “vulnerability” that must be

addressed in the arrears and eviction process. TCHC has recognized, in its written policies that it

does not have the resources or expertise to deal with mental health and other issues. It must look

elsewhere to get this help for its tenants if TCHC is to be true to its mandate:'°

F.

Consultations have identified the need to address the impact of
social isolation and the lack of support for persons with mental
health issues to be a priority for the tenants of Toronto Community
Housing. The nature of mental health and social isolation makes it
difficult for the organization to prepare a direct response given that
the resources and expertise to address these issues are more
suitably situated with community partners. It is these same
community partners who have the responsibility for the provision
of these services to the communities that Toronto Community
Housing serves. This has turned the organization’s focus to the
need to look for ways to better connect individuals to services. It
also requires the organization to review and change its responses to
better support individuals facing these challenges.

Mental Health Framework

The Community Management Plan’s identification of mental health as a very significant

challenge facing TCHC tenants has led to the development of the Mental Health Framework.'’

The Framework was designed to fill a specific gap:

'* CMP 2008-2010 at 38.
' Mental Health Framework Executive Summary (Tab 2).
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Tenants whose mental health is impaired in a way that affects them
as tenants and neighbours. This impairment could be caused by
either a mental illness or an addiction.

The Framework recommends that Toronto Community Housing’s role includes three functions:

* To accommodate people with mental illness - a legal obligation under the Ontario
Human Rights Code.

= To support successful tenancies, as defined by the Residential Tenancies Act.

= To foster an environment that promotes recovery and health.

A number of recommendations in the Framework encourage the use of available services and
enhancing these services. These include a recognition that existing informal tenant networks
such as family, friends, neighbours and other social connections within and outside the buildings,
are equally or more important than mental health services. It is also recognized that many
organizations with no formal mental health mandate can be crucial to the well-being of the
tenants, including workplaces, faith groups, social and recreation programs, clubs, drop-ins, etc.
The Framework recommends steps should be taken to enhance these linkages with family,

friends and neighbourhood organizations.

The Framework places considerable emphasis on reliance upon existing resources in the
community — whether they are support service agencies or the building neighbourhood. The
strategies laid out to obtain assistance for these tenants are based on a recognition that TCHC is a
social housing landlord and its staff must use all tools at their disposal to seek help for TCHC

tenants where needed.

Given the significant percentage of people with mental health issues who reside at TCHC, it is
imperative that all levels of government be involved to finance community supports required to
assist these very vulnerable persons. This problem goes far beyond the funding TCHC has at its
disposal. Mental health services must be properly funded and available to all who may benefit

from them.

11



The 10 recommended strategies in the Framework identify many of the same issues that I have

observed during these consultations:

I. Early identification and crisis prevention — use everyday management processes and
practices to identify at-risk tenancies and establish supports before crises happen.
Carrying out ordinary property management duties provides opportunities to spot
emerging problems. Such opportunities include showing units to prospective
applicants, the lease signing meeting, the annual Rent Review Process and the regular

unit inspections, etc.

2. Access to supports — TCHC does not provide mental health supports nor are the
frontline staff qualified to make mental health assessments. TCHC staff can, however,
rally the mental health and addictions partners in the community to ensure that

tenants have the supports they need to maintain successful tenancies.

3. Ensure tenants and staff know whom to call when problems arise.
4. Inspire hope among tenants and staff that recovery from mental illness is possible.
5. Entrench opportunities for self-determination. It is noted that the “duty to

accommodate” — an important part of the Ontario Humans Right Code — has been a

source of some confusion for frontline staff.

6. Increase opportunities for connection among tenants, engaging the power of tenants
to help themselves and each other. This recognizes the importance of establishing

connections within the community and tenants helping other tenants.

7. Invest in new resources and align existing resources to drive implementation of the

Mental Health Framework.

8. Rally the mental health sector to advocate for increased resources and more effective

service delivery for TCHC tenants.

9. Equip staff and tenants to fulfill their roles, and foster an environment that promotes

recovery and health. This strategy involves the training of staff on preventing and de-
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escalating crises, mental health supports, the duty to accommodate and other mental
health related topics. There is also a recognition of the need for an “attitude shift” to
yield more respect for tenants generally and attitudes toward mental illness in

particular.
10.  Monitor the implementation of the Mental Health Framework and evaluate outcomes.

TCHC’s written strategy for developing the building community — the Tenant Participation
System — is in keeping with the spirit of these recommendations. During the consultations for
this review, I heard much about the Tenant Participation System and the role played by elected
tenant representatives. I believe that TCHC should refocus this system so that it builds social
networks and tenants can spot problems with their fellow tenants and assist them in getting the
help they need. There is tremendous energy, talent and goodwill within the TCHC tenant body
that I believe could be much better utilized. A redefined Tenant Participation System could be

integral to the success of the Mental Health Framework.

G. Promoting Successful Tenancies: Best Practices for
When our Tenants are Vulnerable (Vulnerable Tenants Protocol)18

As part of the Mental Health Framework, TCHC has developed a protocol to guide staff when

dealing with tenants facing mental health and other challenges — the “vulnerable” tenants.
This protocol defines a “vulnerable” tenant as:

... .one who is having difficulties coping with the activities of daily
living or meeting their obligations as tenant:

= Dbecause of a physical disability, mental illness, cognitive
impairment, frailty or substance abuse...

and

= does not have the support they need to maintain their health
or housing. This support can take many forms: a supportive
neighbour, a caring friend, a supportive housing worker,
case manager, etc.

' Toronto Community Housing Corporation, Promoting Successful Tenancies: Best Practices for when our
Tenants are Vulnerable (10 August 2009) [Vulnerable Tenants Protocol] (Tab 3).
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Of particular interest to me is the statement that “being a senior in itself does not make one
vulnerable, but it does put one at greater risk of becoming vulnerable.” This corresponds with my
view as to the “vulnerability” of seniors as a group. Among other things, I heard much about the
security concerns of seniors in TCHC buildings. This fear significantly contributes to our
potential vulnerability. As “seniors” we also recognize that our physical and mental abilities are

waning. We then focus on our vulnerabilities, which in turn creates greater vulnerability.

Another comment with which I concur is the following: “Staff’s respectful, courteous problem-
solving attitude is the most important part of this protocol.” This is crucial when dealing with
vulnerable tenants. Whoever the staff person, be it the Superintendent, Tenant Services
Coordinator or Health Promotion Officer, they must help the tenant deal with the problem that
results in them being in rent arrears. It is only if the staff has a respectful, courteous and
problem-solving attitude that the problems will be resolved. They must deal with tenants with

empathy and compassion.

The protocol outlines the roles that each member of the “team” plays in supporting successful
tenancies. It also highlights the importance of community support workers and TCHC staff
working together to help tenants keep their homes. There are directions and guidelines for staff
encountering various situations, including “when a tenancy is at risk” which would include rent

arrears.

The “Crisis Prevention Tools” identify the many opportunities staff has to prevent crisis by using
“ordinary property management routines.” Opportunities for observation exist at the unit offer,
the lease signing, the annual income review, routine unit inspections, or any time a contractor or
staff person enters a unit. All of these occasions present a very significant opportunity for TCHC
to make observations and intervene, if necessary, to assist a vulnerable tenant and prevent rent

arrears and potential eviction.

The Protocol’s direction to staff to obtain emergency contact information, to update this
information, and to follow up with the identified person when, and if, the need arises is critical.

TCHC staff must reach out to assist a person so identified.
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H. Summary

When considering the Eviction Prevention Policy and practices at TCHC, I have kept in mind
TCHC’s mandate and its priorities. I am heartened to see the strategies and priorities identified in
the Community Management Plan, the Mental Health Framework and the Vulnerable Tenants
Protocol. Many have stated during these consultations that they have no quarrel with these
policies and strategies as written — they address all the issues. The real concern is whether they
were implemented consistently, or at all. If followed and applied consistently, they will improve
services for vulnerable tenants. These policies along with recommendations in this Report should

help TCHC achieve its overarching mandate and objectives.
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Section 3: Annual Review, Arrears Collection and
Eviction Prevention Policies and Practices

When Al Gosling was evicted on May 28, 2009, TCHC had numerous policies and practices in
place regarding calculation of subsidies, loss of subsidies, collection of arrears and a formal
Eviction Prevention Policy. The eviction of tenants for rent arrears is frequently precipitated by
loss of rent subsidy because of rent recalculation which results in an increased rent that the tenant
is not able to pay. Arrears accumulate putting the tenancy at risk. As such, it is important to
examine the processes by which the rent-geared-to-income subsidy is determined, how the
subsidy can be lost, and how a tenant, like Mr. Gosling, could be evicted in the face of an

established Eviction Prevention Policy.

A. Legislative Framework

The legislation governing social housing and the rules regarding rent calculation and subsidies
are cumbersome and detailed. TCHC staff have little discretion in applying the rules. It is a
complicated process that results in frequent errors. The confusion, upset and trauma for the
tenants often leads to arrears and threats of eviction. I believe that the legislation must be
amended to be simpler and more flexible if we are to prevent future tragedies resulting from

avoidable evictions.

1. Social Housing Reform Act, 2000

The Social Housing Reform Act, 2000 and its applicable regulations set out the rules for rent-

geared-to-income assistance and how that eligibility is determined. "’

Eligibility for rent-geared-to-income subsidy is primarily based on the tenant's citizenship status
in Canada, not being in arrears to other social housing organizations, and whether the tenant has
followed the rules governing rent review and rent payment. If a tenant follows the rules

regarding reporting income, does not leave the unit for long periods of time, and sells any

0. Reg. 298/01.
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residences they owned prior to moving in, they will remain eligible for assistance. These rules

allow housing providers some limited discretion.

If a tenant does not report household income as required, they will eventually lose eligibility for
rent-geared-to-income assistance and will have to pay full market rent. This can be avoided by
reporting income as required. Most housing providers will accept income reports even after the

deadlines have passed.

Al Gosling failed to file his income form. He lost his subsidy and his rent was raised to market
rent, which he did not pay. He was eventually evicted for non-payment of the increased rent and

rent arrears.

2. Residential Tenancies Act, 2006

The Residential Tenancies Act, 2006 allows landlords to make application to the Landlord and
Tenant Board to evict tenants who are not paying their rent in full. Non-payment of rent is a
breach of the Act that can be remedied by payment. A tenant who cannot remedy the breach by

paying the full rent deemed owing will likely be evicted.

B. Determining Rent Amounts

Determining the amount of rent-geared-to-income subsidy for a tenant is complicated. Not only
are the formulae for calculating rent difficult to apply, the Social Housing Reform Act, 2000 and
its regulations also set out detailed requirements for communicating important information to
tenants, which results in a large quantity of written notices flooding tenant mailboxes. To help
Tenant Services Coordinators comply with the legislative and regulatory requirements, TCHC
created two documents to guide staff: the Rent Review Process, and the Loss of Subsidy Process.
These documents outline the main steps necessary for determining rent amounts but they are not
comprehensive. As a result, there is considerable inconsistency amongst TSCs’ implementation

of these processes.

20 Residential Tenancies Act, 2006, S.0. 2006, c. 17. [RTA]
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1. Annual Review

TCHC sends each tenant an Annual Review Package six months before the date (anniversary) on

which any newly calculated rent becomes effective.”'

Staff have informed me that TCHC allows a tenant 30 days from receipt of the Package to
submit a completed Household Income and Assets Review Form. The Form must be
accompanied by any documents that support the income amounts shown on the Form. All of this
documentation is to be submitted to the Tenant Services Coordinator. If there is missing

documentation the TSC will send a Missing Information Letter to the tenant.

After receiving this statement of the tenant’s income and assets, the TSC begins to calculate the
tenant’s rent-geared-to-income amount in accordance with the rules in the Social Housing
Reform Act, 2000 and its regulations. Depending on the circumstances, the TSC may have to
send additional letters to the tenant requesting the tenant take further steps and supply additional

22
documents.

During our consultations with tenants there were a myriad of issues raised with respect to the
annual review process. These included the short time frame the tenant has to prepare and deliver
the materials, the difficulty in obtaining acceptable documentation to support the statement of
income and assets, and the difficulty in accessing assistance to complete and deliver the forms. A
very significant issue that must also be addressed is literacy. Processes must be implemented to
bring important information to the attention of tenants who cannot read. Other recurring issues
were the distances tenants often have to travel to deliver the documentation to TSCs and the
confusion since the reorganization of TCHC as to where they must deliver this material. The loss

of documentation by TCHC was also an issue raised by a number of tenants.

! The package contains a Household Income and Assets Review Form; instructions describing how to prove
household income and assets; an Emergency Contact and Special Assistance Information Form; a Proof of
Employment Form; and a warning that failing to complete the Package on time may result in rent increase. Contact
information for a help line is also included in several languages.

** If the tenant’s income appears to change significantly from month to month, a Fluctuating Income Letter is sent
asking the tenant to report income changes every three months for the first year. A Pursuit of Income Letter will be
sent if a member of the household is eligible for additional income from certain government sources.
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2. Opportunity to Comment

Under the Social Housing Reform Act, 2000 TCHC “shall, subject to such restrictions and
requirements as may be prescribed, give [the tenant] an opportunity to comment on any
information that, in the opinion of the decision-maker, may form a significant basis for the
[unfavourable] decision,” such as a rent increase.” The tenant has 30 days to make such

comments.

If a tenant fails to return a complete Annual Review Package by the due date, the TSC will send
an Opportunity to Comment letter with a Notice of Rent Increase (N2). The Opportunity to
Comment letter includes the newly calculated rent and its effective date, the amount of market
rent applicable, and the reasons for the rent increase. The letter advises the tenant of the date by
which the comments must be received (30 days, plus five days for mailing, from the date the
Opportunity to Comment letter is sent.)** In this standard letter the tenant is not usually provided
with any information as to what they need to specifically address to satisfy TCHC that the higher

rent is not justified.
3. Internal Review

When the deadline for comment expires and there has been no comment from the tenant or the
comment does not change the TSC’s original position, the TSC sends a Notice of Decision to the
tenant.”> The Notice of Decision is accompanied by a Notice of Rent Increase (N2) which

notifies the tenant of their right to an internal review of the rent increase decision.*

TCHC staff informed us that if an internal review is requested, the review is conducted by
another TSC or Operating Unit Manager. The calculation is reviewed to determine its accuracy
and whether the rent-geared-to-income rules have been properly applied. A request for an

internal review must be in writing and received within 10 business days (plus five business days

2 0. Reg. 298/01, s. 55(4).

0. Reg. 298/01, s. 55(4).

> The Rent Review Process Checklist is meant to remind TSCs of the steps in the rent review process.
*® SHRA, s. 82; O. Reg. 298/01, s. 56(2)3.
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for mailing) after the tenant received the Notice of Decision.”” It became apparent during the

consultations that most tenants were not aware of this right to an internal review.

There are no rules regarding how this review is to be conducted other than that it must be done
by someone other than the original decision-maker.”® TCHC staff have advised us that only one
person performs the review. The regulation provides that the review must be completed within
10 business days after the request is received.”” When the review is completed, the tenant must
be notified of the result within five business days.’® Other than these scant provisions, there are
no other guidelines as to how the review is to be conducted, by whom, and what role the tenant

can, should or could play in the process. It is apparent that this needs to be improved.

C. Arrears Collection Process’’

In contrast to the lack of structure for the internal review process, there is a documented
procedure for the steps TCHC staff are to follow to collect arrears. The Arrears Collection
Process sets out the roles of the various Operating Unit staff, however, it fails to specify which
staff are responsible and accountable for which particular task; i.e., is it the Tenant Services

Coordinator, the Health Promotion Officer, the Superintendent?
1. Arrears Collection

Tenant rent payment information is kept in the Housing Management System (HMS), the
computerized record keeping system. Each week, OU staff generate an updated Exception Rent
Roll Report, listing the tenants in arrears and the outstanding amounts. Tenants who are three

days late paying their rent are sent a letter with the following warning:

If you do not pay your rent, you could lose your unit. By law,
Toronto Community Housing has the right to evict tenants for not
paying rent.

7 0. Reg. 298/01, ss. 57(2) & (4).

28 SHRA, s. 83; O. Reg. 298/01, s. 58(2); Rent Review Process Checklist, at 3.

0. Reg. 298/01, s. 58(4)(a).

3% City of Toronto, Social Housing Unit, Rent-Geared-to-Income Guide (2008) at 98.

*! Toronto Community Housing Corporation, The Arrears Collection Process: Helping Tenants Keep Their Housing
(2008) [The Arrears Collection Process].
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The threat of eviction at such an early stage in the arrears process seems somewhat heavy-

handed.

After sending this letter, the Operating Unit staff give the Superintendents a copy of the
Exception Rent Roll Report so they can attempt personal contact with the tenants in arrears. The
staff are also to schedule meetings with tenants at the office to discuss the arrears. They have the
option of telephoning tenants at this point, but this is not required. All actual and attempted

contact with tenants must be documented in the computer system.

One option available is to have the tenant enter into a Local Repayment Agreement. If such an

agreement is signed, the tenant is then sent a letter which states:

If you do not make your scheduled agreed payments, Toronto
Community Housing will take further action and you could lose
your housing.

Once again, the threat of losing your home seems unnecessary.

A letter is also sent to all tenants with arrears greater than $20.00. Is it necessary to send letters

for such minor arrears? Would it not be better to fix a higher level before letters are sent?

For those tenants with arrears greater than $85.00 a letter is sent stating “We are getting ready to
take legal action to evict you” and is accompanied by the Notice of Termination for Non-
Payment of Rent (N4). This letter is sent because there is rent owing, yet surprisingly the letter

does not set out the outstanding amount.

At the tenant meetings I heard many accounts as to the consequences of such a letter. I heard
from, and of, tenants whose blood pressure increased dramatically, of tenants who withdrew into
a cocoon, of tenants who became paralyzed with fear and would not open their mail or answer
their phone. This threat of eviction, this threat of putting tenants and their families “out on the
street” was just more than many vulnerable tenants could mentally or emotionally handle. They
were often understandably frozen with fear and unable to take steps on their own to deal with the
crisis. To those of us who have always had a home to live in, or shelter to go to, it is difficult to
appreciate the abject fear, the sense of total helplessness, that most, particularly vulnerable

tenants, face when threatened with the loss of their home. This letter often has an effect opposite

21



to what, I am sure, was intended. There must be a better, less threatening way of handling this

problem.

The Operating Unit staff also send a letter to tenants if there are “small balances” owing less than
the monthly rent. At the same time, the TCHC office sends the tenant a Notice of Termination
Letter stating that failure to pay may result in proceedings at the Landlord and Tenant Board.
This letter has the words “Notice of Termination” displayed in bold type. In the first paragraph,
the following words appear:

It is important that you understand that by not paying your rent,
you risk losing your housing.

The letter goes on to say that failure to pay may result in a hearing at the Landlord and Tenant

Board, which may then lead to loss of housing.

These letters need review in terms of content and frequency. By my count, if a tenant is in
arrears by $20.00, they could receive at least five letters. All these letters and effort are wasted or
even counter-productive to those tenants who, for one reason or another, are unable to appreciate

the content of the letters.

2. Legal Eviction Process

After the Notice of Termination for Non-Payment of Rent (N4) is sent to the tenant, OU staff
send another letter. The tenant files that do not have repayment agreements are then sent to the
TCHC internal legal office. Staff will include a completed N4 Checklist which requires that they
document three attempts at tenant contact and requires a staff signature.’> The legal office
commences the legal process of eviction by filing an Application to Terminate (L1) with the
Landlord and Tenant Board. OU staff then send the tenant the Landlord and Tenant Board
Hearing Date and Legal Fee Letter which advises of the hearing date and the $170.00 filing fee

charged to their arrears account.

At our tenant consultations many comments were made about the burden caused by the $170.00
filing fee being added to the tenant’s account. In some instances, this exceeds a month’s rent for

the tenants. Many tenants as well as agencies, such as legal clinics, questioned the economics of

32 Arrears Collection Process at 6.
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initiating the formal legal process in such a perfunctory fashion, without first ensuring all other

attempts at resolution had been canvassed.

If at the hearing before the Landlord and Tenant Board an Eviction Order is granted, the policy
provides that staff must make every effort to contact the tenant to discuss eviction prevention,
even at this late stage. These efforts include telephone calls and door knocking. The eviction will
be stopped if the tenant pays the arrears in full, including the filing fee, or enters into a
repayment agreement. The period for repayment cannot exceed six months from the date of the
Eviction Order. If such arrangements have not occurred, the Operating Unit Manager approves
the eviction and the legal unit will file the Eviction Order with the Sheriff. The tenant again has
an opportunity to stop the eviction if the arrears are paid in full, including the $170.00 filing fee
and the cost of filing the Eviction Order with the Sheriff.

I have attempted to summarize in the last several pages the arrears collection and rent review
processes. I must admit I find these processes cumbersome, confusing and unnecessarily
duplicative, even after they have been explained to me in some detail. I can only imagine the
difficulty that many tenants and staff face in understanding this complex series of

correspondence, especially if, as is usually the case, the tenant has no assistance.

D. Eviction Prevention Policy and Guidelines®”

The Arrears Collection Process and the Rent Review Process documents state what staff must
do, and staff must, at the same time, abide by the principles set out in the Eviction Prevention

Policy, which explain eviction must be “the very last resort.”

TCHC’s Eviction Prevention Policy is the foundation on which all arrears collection and eviction
processes are, and must be, based. Its stated goal is minimizing evictions for non-payment of
rent. The principles of the Policy attempt to balance the accommodation of tenants having
difficulty paying rent, with the need for tenants to pay their rent in full and in a timely manner.
The focus of the Policy is arrears-based evictions only and not evictions for other reasons. The

Toronto Ombudsman in her recent report has recommended to TCHC that it extend its Eviction

3 Toronto Community Housing Corporation, Eviction Prevention Policy (September 30, 2002) and Eviction
Prevention Policy and Guidelines (2008) (Tab 4).

23



Prevention Policy to the non-arrears based evictions.”* The Policy recognizes that many TCHC

tenants have nowhere else to find housing.

The Policy recognizes that eviction prevention depends on clear communication: “Tenants have
the right to a clear, complete explanation of their rent.” It is the responsibility of the Operating
Unit Manager to educate, communicate with, and assist tenants with difficulties in paying rent.
OUMs must ensure that there is “direct contact” with the tenant at a number of key points in the

rent collection process:

. When sending a late payment notice to the tenant or when the tenant gives notice
of problems paying rent;

. Before TCHC files an application to evict with the Landlord and Tenant Board;
and

= When the Landlord and Tenant Board makes a decision.

All such contact or attempts at contact must be documented.

The Policy provides a range of rent payment options available to tenants, including pre-
authorized payment, cash payment at banks, ATM payments, internet banking and rent paid

directly from pension or social assistance providers.

The Policy requires “staff” to be available for face-to-face meetings well before filing an eviction
application with the Landlord and Tenant Board. “Staff” must maintain clear records of rent
calculation and payment histories and provide these records to the tenant. However, nowhere
does the Policy state which staff position, i.e., Tenant Services Coordinator, Health Promotion
Officer or Superintendent, is responsible and accountable for implementing its principles in

practice.

The Eviction Prevention Policy Guidelines elaborate on the general principles set out in the
Eviction Prevention Policy. The Guidelines require staff to make every effort to identify tenants
who may need support to prevent eviction, e.g. tenants suffering from mental illness, cognitive or

developmental disability, tenants with a complex rent or income profile or a history of arrears.

** Fiona Crean, Ombudsman, Housing Matters: Investigation into the Toronto Community Housing Corporation’s
Proposed Eviction of a Tenant, (January, 2010).
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The “direct contact” the Policy requires is defined in the Guidelines as including “a letter, phone
call, visit or any other contact that gives the specific tenant household the chance to respond to
the problem and discuss possible solutions” and all such contact or attempts at contact be
documented [emphasis in original]. The Guidelines define the same three points of contact as set
out in the Eviction Prevention Policy, and describe the steps to be taken at each point. The
Guidelines however fail to indicate the specific staff position responsible and accountable for

performing the various activities prescribed by the Policy.

Pursuant to the Guidelines, the legal unit may file an eviction application only after confirming
that TCHC staff directly contacted or attempted to contact the tenant. Operating Units are
permitted to begin eviction processes for tenants who are “persistently late” in paying rent.”> At
the Landlord and Tenant Board, TCHC must first attempt a mediated settlement. If an eviction
order is issued, the legal unit will file the order with the Sheriff only after confirming that staff

had directly contacted or attempted to contact the tenant to discuss solutions to stop eviction.

As written, the Policy and Guidelines set out a fair and reasonable approach to eviction
prevention for arrears. The difficulty appears to be with their inconsistent application, which may

not be surprising considering the lack of specificity as to who does what.

E. Human Rights, Harassment and Fair Access Policv3 6

TCHC’s Human Rights, Harassment and Fair Access Policy has committed to providing “an
inclusive housing and working environment in which all individuals are equally valued and fairly
treated.” The Policy recognizes the diversity of the TCHC tenant population and commits TCHC

to take “pro-active measures” to eliminate discrimination.

The Policy recognizes that TCHC has a duty to accommodate to achieve equal treatment:

3> Persistent lateness is defined as: In at least 7 of the past 12 months, the tenant did not pay their full rent until after
the 5™ day of the month, and did not have an agreement to do so; the tenant was taken to the Landlord and Tenant
Board at least once in the past 12 months; in at least two of the past 12 months, the tenant was sent a reminder letter
saying that they were in breach of the lease and must pay on time; and, the OUM has reviewed the tenant’s file and
approves eviction.

*® Toronto Community Housing Corporation, Human Rights, Harassment and Fair Access Policy (Tab 5)
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Equal treatment is treatment that brings about an equality of
results. If applying a general rule has an adverse effect on an
individual because he or she belongs to a group that is identifiable
by a prohibited ground, TCHC has a duty to accommodate the
individual. TCHC must re-examine the general rule to minimize or
eliminate the adverse impact. In some instances, different
approaches or an accommodation may be required to achieve equal
access to goods, services and opportunities within TCHC.
Accommodation could be an adjustment of TCHC rules to
eliminate unequal effects, short of causing undue hardship to
TCHC.

As set out in the draft Vulnerable Tenant Protocol the “duty to accommodate” tenants with
disabilities, including mental illness, means, among other things, “tenants have the right to
request support or other accommodations they need to meet their obligations under the
lease...Toronto Community Housing must work with the tenant to find practical ways to meet

these needs...” [Emphasis in original.]’’

The Human Rights, Harassment and Fair Access Policy, of course, applies to all policies and
practices at TCHC. It is important that TCHC ensure all its staff are aware of and trained

regarding this important policy which is so very relevant to its day-to-day operations.

F. 2006 Evaluation of Eviction Prevention Policy

In 2006, Paul Dowling Consulting was retained to study TCHC’s Eviction Prevention Policy.*® 1

have summarized his report below.

. Compliance with Eviction Prevention Policy: The report found TCHC staff were
not consistently complying with the Policy and not documenting all contacts with

tenants.

. Stakeholder Understanding of the Policy: The report found, in general, TCHC
frontline staff did not understand the Policy as requiring face-to-face contact with
tenants. The consultants found tenants to be unfamiliar with the Eviction

Prevention Policy despite being familiar with other TCHC policies.

" Vulnerable Tenants Protocol at 6 (Tab 3).
%% Paul Dowling Consulting, Evaluation of Eviction Prevention Policy for Toronto Community Housing Corporation
(2006) .
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Difference Between Practice and Policy: Most groups consulted in the study
believed the Eviction Prevention Policy was well-written but required more
consistent implementation. The study found the key areas in which practice
differs from the Eviction Prevention Policy to be: (1) lack of face-to-face contact;
(2) inconsistent documentation; and (3) most repayment agreements were

negotiated only after formal eviction proceedings begin.

General Recommendations: (1) all frontline staff should be trained in eviction
prevention strategies; (2) written communications to tenants should be in plain
language; (3) TCHC should no longer evict a tenant for persistent late payment of
rent; and (4) TCHC should continuously monitor eviction prevention

performance.

Need for Attitudinal Changes: The study found some evidence that some TCHC
staff think of tenants in arrears as engaging in morally suspect behaviour. The
consultants suggested that a change in staff attitudes plays a major role in

preventing evictions.

Morale and Job Satisfaction: The Dowling study found that frontline workers feel
overworked, overwhelmed, and demoralized. The report suggested that managers
should encourage staff to work as a team through regular meetings and informal

gatherings.

Repayment Agreements: The report found that TSCs were at times reluctant to
negotiate informal repayment agreements with tenants before formal eviction
proceedings were initiated. The consultants recommended that TSCs be trained in
negotiating such agreements with a view to the tenants’ circumstances. The
consultants also suggested that Litigation Clerks from TCHC’s legal unit be
responsible for negotiating repayment agreements, which would make such
agreements appear more formal and would alleviate the TSCs’ workload. The
report recommended that arrears amounts for which there is a repayment
agreement should be subtracted from the Operating Unit’s total arrears count, thus

creating an incentive for staff to pursue such agreements.
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. Quality of Communication with Tenants: The report found that TCHC staff do
comply with the “three points of contact,” as set out in the Eviction Prevention
Policy and Guidelines, but they fail to see that the number of contacts is not as
important as the quality of contact. The consultants recommended that: (1) staff
make themselves more available for face-to-face meetings; and (2) staff should

inform tenants about the Policy as well as how rent is calculated.

. Linkages with Community Support Services: The Dowling report found that
tenants are not always successfully linked with appropriate support resources
outsidle TCHC. The report recommended that staff be trained to ensure that
tenants are effectively connected to community agencies. It also recommended
that TCHC establish formal channels of communication with community agencies

to better assist tenants facing the threat of eviction.

. Clarity of Staff Roles: The report noted that TCHC staff roles need to be clarified.
The consultants recognized that compliance with the Eviction Prevention Policy
may require some redistribution of staff responsibilities to ensure accountability

and to balance workloads among frontline staff.

Many of the issues addressed in the Dowling report are still problems today. The
recommendations from this review will include some of the same recommendations made by
Mr. Dowling. TCHC must take action on these matters or risk losing credibility with its tenants

and the community at large.

G. Tenant Contact Policy in Seniors Unit

As recommended by Mr. Dowling, the issue of direct contact and personal visits was more

recently addressed in a tenant contact policy for the seniors units.

In early 2009, the two seniors operating units developed a written policy of having Tenant
Services Coordinators visit buildings.”> The policy had the goal of achieving a high quality of

service to tenants through regular visits. According to this policy, there needs to be one TSC visit

3% Seniors Unit, OUA/OUB: TSC Visits to Buildings (2009) (Tab 6).
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to every seniors building every month. This practice was expected to begin no later than May
2009. Unfortunately, regular monthly attendance at Arleta Manor — Mr. Gosling’s building — did

not occur until approximately September 2009.

The policy provides that during these visits Tenant Service Coordinators will address issues
regarding rent reviews, arrears, transfer requests, complaints, and other general tenancy related
questions. To assist in this process, staff should ensure that forms are on site for rent review, pre-

authorized payment, notices to vacate, tenant complaints and transfer requests.

H. Summary

There are many policies and procedures in place at TCHC regarding rent arrears, rent subsidies
and eviction prevention. These policies, however, do not appear to be well-understood, or even
known of, by many tenants, staff and community agencies. The legislated rules regarding rent
and subsidy calculations are too complicated. The mandated letters are confusing, and excessive
in number and tone. The Human Rights, Harassment and Fair Access Policy and the Eviction
Prevention Policy are applied unevenly. There is a system in place to assist vulnerable tenants,

but it appears clear it is not being utilized to its full potential.
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Section 4: Eviction Prevention Reports from other Jurisdictions

In reviewing the adequacy of current TCHC practices and policies relating to eviction
prevention, it is instructive to look at studies done elsewhere and practices that have been

implemented.

A. U.K. Rent Arrears Guide™

The U.K. Department for Communities and Local Government published a “Guide on Effecting
Rent Arrears Management” containing findings of research carried out on the use of “possession

actions” and evictions by social landlords. The Guide comments on the role of social landlords:

. social landlords should seek to maintain and sustain tenancies,
rather than terminate them and that eviction should be used as a
last resort.

The significant damage caused by the eviction process is noted:

Eviction has high social and economic costs. Landlords should,
therefore, place increasing emphasis on alternative approaches
with a focus on preventative, rather than reactive strategies.
Vulnerable tenants (eg, those with mental-health or alcohol and
drug misuse problems) may be particularly liable to accumulate
arrears if not given appropriate support. The impact of eviction can
be major, as once evicted, former tenants are often disqualified
from social housing. Landlords can do a great deal to help such
individuals...

The cost effectiveness of a proactive preventative approach is discussed in the Guide. There is a
recognition that the cost of rent arrears falls not only on the landlord and on other tenants but
also on the “indebted tenants” in terms of social and health consequences and that such costs are
also borne by social service departments and other welfare agencies. Included in the cost of
arrears management is the cost of IT software and hardware, letters and telephone calls, staff
time, legal costs, etc. It is recognized that landlords tend to understate the costs of eviction

which make the alternatives appear relatively expensive. It is recommended, however, that a

* UK. Department for Communities and Local Governments, Guide on Effective Rent Arrears Management
(August 20006).
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greater investment be made in incentive schemes and enhanced welfare benefits advice or debt

counseling.

The Guide advocates a strategic approach to prevent and manage rent arrears which should
include proper training and guidelines for the frontline staff and allow them to exercise discretion
when appropriate. It states that there should be a range of options for making rent payments
which must be flexible, accessible and convenient to use. The recommended guidelines should
encourage pre-action contact between the parties and provide a process to be followed by
landlords considering issuing court proceedings. It states that there ought to be effective
collection, storage and use of information about tenants, including contact details and support
received. This information should be used to provide service tailored to individual needs and

circumstances and should be updated throughout the life of the tenancy.

The Guide suggests landlords use the opportunity when meeting with new tenants to provide
clear and complete information regarding tenants’ obligations and to identify tenants who may
be vulnerable. The Guide strongly recommends “settling-in visits” which would take place one

month into a new tenancy.

There is a discussion in the Guide of the “generalist” versus “specialist” model of approach for
managing rent arrears. It states that the majority of social landlords are moving towards a more
specialist model which would include a more consistent and professional approach as well as
building better relationships with the courts and with other key stakeholder agencies. The
generalist approach is described as more “holistic.” There does not appear to be a
recommendation to proceed one way or the other, however, landlords should ensure that
“communication between relevant staff is robust, and should attribute responsibility for elements
of the rent arrears recovery process clearly.” The staff must be well trained in a range of areas
including welfare benefits regulations, the legal framework for rent recovery and sensitive

approaches to debt collection.

The importance of early contact with tenants in arrears is emphasized in the Guide. When
communicating with the tenants regarding the arrears, the landlord should emphasize direct
personal contact rather than correspondence, ‘“particularly where this involves written

correspondence through standard, system-generated, letters.” It is recognized that personal
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contact helps the staff to understand the reasons for arrears and provides an opportunity for
negotiation. A variety of methods of personal contact are encouraged, including office
interviews, home visits, and telephone contact. The Guide recognizes the importance of

continuing to negotiate arrears repayment agreements right up until the time of the bailiff’s visit.

With respect to instituting court proceedings, the Guide strongly recommends that tenants should
not be served with any notices until the landlord has established personal contact or has

exhausted all possible means of doing so. Eviction must be the last resort. It is recommended

that prior to instituting court action, the landlord should seek a meeting with the tenant and
agency supporting them, if appropriate, while also reviewing the tenants’ personal circumstances

and actions taken.

I find these observations to be highly constructive and I strongly encourage TCHC to consider

the approaches advocated in this Guide.

B. Canadian Study

Another study closer to home is the March 2006 Acacia Consulting and Research study entitled
“Cycles of Homelessness: Understanding Eviction Prevention and its Relationship to

Homelessness”.*' The study took place in Greater Vancouver, Ottawa, and Halifax.

One of the most significant themes that emerged from the focus groups and interviews was the
deteriorating, poorly maintained and substandard nature of the housing situation. Satisfaction
with housing was found to be closely tied to vulnerability to the risk of eviction and

homelessness.

The importance of assisting tenants before the formal eviction process begins was stressed in the
study. Many tenants decided to accept their eviction and not fight it since the housing was not
worth keeping. Tenants not already connected to the social services network were often not
aware of their rights or that eviction prevention services existed. The need to build partnerships

for early identification of households at risk was identified.

I Acacia Consulting and Research, Cycles of Homelessness: Understanding Eviction Prevention and its Relation to
Homelessness (March 2006). The report was funded from the National Research Program of the Government of
Canada’s National Homelessness Initiative.
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The study provides a comparison of the differences between the provincial residential tenancy
laws in Ontario, British Columbia and Nova Scotia. Ontario’s system is described as complicated
with numerous steps and documents flowing between the landlord, tenant and tribunal. The study
notes that there are very tight time restrictions which require tenants to understand and react
quickly to any notice they receive. In contrast, British Columbia’s eviction process is described
as a more simple process. Nova Scotia’s system “stands out” as offering tenants more time to
pay their rent before a notice of eviction can be served. The system builds in extra protection for
tenants who have occupied their unit for five years or more. British Columbia’s process allows
the landlord to give 10 days notice the first day a tenant is late with the rent. Both British
Columbia and Ontario give tenants as little as five days notice to file their intention to dispute
their eviction. Nova Scotia’s system also incorporates contact to encourage mediation and a
hearing is scheduled only if mediation fails. This option is not available in British Columbia,
while in Ontario tribunal staff members encourage mediation. In both British Columbia and
Ontario, however, a tribunal or arbitration hearing is the norm. The study identifies best
practices, such as services that provide information and advice, legal representation, conflict

resolution and mediation, emergency financial assistance and third party financial management.

The study indicates that the current programs generally do not target groups considered to be “at
risk.” Insufficient resources results in services that are often limited and those clients who most
need the services often face barriers to access them. In addition, those who provide the services
are often frequently too overworked to do targeted outreach. Referral to other services was a
common strategy in all the jurisdictions. There was a consensus in all jurisdictions of the
importance of intervention before the formal eviction process begins, however, it was noted that
intervention typically occurs once the eviction process is well underway and commonly only
once it is over. While there was a recognition of the complexity of the eviction experiences and
the need to address other factors affecting the housing stability of tenants, some of the housing

providers felt constrained by the narrow focus on eviction prevention.

C. Summary

A common theme emerges from these studies of the social housing sector in Canada and in the

U.K.: effective communication and assistance for vulnerable tenants through personal contact at
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an early stage in the arrears process is critical. Those jurisdictions that take steps to accomplish
this are the most effective in ensuring that their residents maintain successful tenancies while the
corporation/landlord remains a financially viable entity. This very theme emerged quite clearly

during the consultations for this review.
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Section 5: Issues that have Emerged

A. Mandate of TCHC

TCHC has identified its mandate as providing “quality housing for low and moderate income

households and to create community conditions that minimize risk and promote resiliency.”**

There has been much confusion regarding the role that TCHC ought to play given the potential
conflict between its role as a social housing provider and its obligation to be a financially viable
corporation. It is recognized that TCHC “is a corporation that has to be run in a businesslike
manner, in order to keep operating, nevertheless, it is different in its scope from that of a

commercial Landlord.”*

In the past, predecessor corporations of TCHC have employed social workers to assist tenants.
However, given the funds available under the municipal structure, that can no longer be done.
TCHC must state unequivocally what it can and cannot do. It should clarify that first and
foremost it is a landlord, albeit one with the added responsibility set forth in its mandate to
“create community conditions that minimize risk and promote resiliency.” Its mandate must

include linking tenants with existing community agencies that provide support services.
The City of Peterborough’s Eviction Prevention Protocol expresses this concept as follows:**

Social housing landlords play a key role in establishing and
maintaining relationships with community agencies. Often
landlords — including social housing landlords — are viewed as
adversarial to the tenant population. There is need to work hard to
establish and maintain relationships and to establish in the
community that social housing providers are compassionate and
responsible, able to maintain a balance between human service and
‘landlording’.

There exists throughout the TCHC community an element of confusion over the role of staff and

the scope of services to be offered to tenants given the lack of clarity regarding its mandate.

* TCHC Mandate.

* Toronto Community Housing Corp. v. Nadine Logan (LTB Reasons for Decision, TNL-63922; April 8, 2005;
Alan Marvin, Member)

* City of Peterborough, Eviction Prevention Protocol: A Guide for Housing Providers (2005) at 6.
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Providing specific direction on these issues will help the organization focus on what it can

achieve and to know when outside assistance is required.
Recommendations:

= TCHC must better communicate its mandate. It is a landlord, not a direct
provider of social work services, but it must assist tenants to identify, locate and

contact appropriate support services.

* TCHC must clearly communicate this mandate to tenants and staff.

B. Communication with Tenants

Effective communication with tenants, particularly vulnerable tenants, is essential to preventing
arrears-based evictions, thus helping TCHC fulfill its mandate to provide quality housing to low

and moderate income households while promoting resiliency.

The following are some of the communication issues identified during our consultations with

tenants, staff and other agencies.
1. Personal Contact

Direct personal contact with tenants is perhaps the most important element of a successful
eviction prevention program, as was discussed in the various U.K. and Canadian studies we
reviewed. TCHC must place greater emphasis on direct personal contact with tenants during the
rent arrears process. While written communications are necessary, particularly for audit trail
purposes, personal contact will assist TCHC, and often times the tenant, to identify the reason for
the rent arrears. Personal contact will also often provide an opportunity to rectify the situation or,
at the very least, help both parties to move forward. As already mentioned, sending repeated
letters to people, some of whom cannot read due to literacy, language, eyesight or other issues,
seems to be fruitless. These people need to be spoken to directly and preferably in person. Since
many tenants have no telephone, if no one knocks on the door it will be impossible to
communicate directly with them. These are tenants who must be seen. Personal contact provides

an opportunity for negotiation and empowers a tenant, sometimes with assistance from an
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outside social agency, to participate in reaching a mutually agreeable solution. In my view,
personal contacts will usually have the important outcome of strengthening the long-term

relationship between TCHC and its tenants.

Since the definition of “direct contact” in the Eviction Prevention Policy Guidelines currently
allows staff to satisfy the “direct contact” requirements merely by sending letters, the Guidelines
should be amended to define “direct contact” as requiring, at the very least, one face-to-face

meeting, absent exceptional circumstances.*
2. Lease Signing Process

At the commencement of the tenancy, TCHC should ensure that tenants are aware of the
importance of making rental payments and completing the Annual Review Form in a timely
manner. They should also be informed of TCHC policies and practices regarding eviction
prevention. A copy of the policies and practices, including the Eviction Prevention Policy and
Guidelines, should be provided to the tenant at this time, preferably contained in a Handbook.
Additional copies should be available in each community, and easily available on TCHC’s
website. Given the fundamental importance of these documents, they should be available in

many different languages.

We were led to conclude that there are inconsistent practices in providing tenants with a Tenant
Handbook at the time they commence their tenancy. A handbook is a most helpful tool for the
tenants. TCHC must ensure that all tenants receive the handbook upon signing a lease. As part of
this Handbook, TCHC should include contact information for the community agencies in

proximity to each building.

A checklist of matters to be covered in this initial discussion with the tenant is imperative. Staff
should satisfy themselves that the tenant understands TCHC policies and practices, and the
tenant should sign the checklist accordingly. During the initial consultation, staff should, in all
appropriate cases, identify and document risk factors that may indicate vulnerability of the
tenant. While TCHC staff are not trained to identify specific health issues or capacity concerns,

staff are well positioned to identify factors that may impact upon vulnerability. This is an

* Toronto Community Housing Corporation, Eviction Prevention Policy Guidelines (2008) at 2-3 (Tab 4).
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important “opportunity” highlighted in the Vulnerable Tenants Protocol. This written

information should be maintained in the tenant’s file.
3. Exception Rent Roll Report

The most obvious opportunity for direct personal contact is probably when the Exception Rent
Roll Report is sent by the Tenant Services Coordinator to the building Superintendent. It is the
TSC’s responsibility to ensure that personal contact is made with tenants listed on the report. To
achieve that personal contact the TSC may avail him/herself of the assistance of either the
Superintendent or the Health Promotion Officer. This contact should provide an opportunity for
TCHC to seek a solution early on. The TSC should document efforts made to communicate with
the tenant, and the results of those efforts. While personal contact at this stage should not be an

absolute prerequisite, every reasonable effort must be made to achieve this most important step.

If the arrears issue cannot be resolved in the early stages, the procedure set out in the Eviction
Prevention Policy Guidelines provides that contact with a tenant should be made prior to sending
a request to file an Application (to the Landlord and Tenant Board) to Evict a Tenant for Non-
payment of Rent (L1). The Guidelines also provide for contact subsequent to the Landlord and
Tenant Board issuing an Order to Evict. In my view, face-to-face contact at these two stages
should be considered mandatory by TCHC. If this is not feasible, then telephone contact should
remain as the less desirable alternative to facilitate contact. TCHC staff must carefully document

the results of their contact and attempted contact.
4. Annual Inspection

The annual unit inspection presents an opportunity to identify and update notes of tenants who
may be exhibiting signs of vulnerability, e.g. old age, obvious signs of health deterioration, poor
condition of the unit, etc. We are alive to privacy concerns on the part of tenants but
nevertheless, because of the benefit that can accrue to tenants, we encourage the use of the
annual inspection process to identify potential issues. Staff involved with filling the work orders
issued from the annual unit inspection process should also note and record obvious risk factors of
vulnerability. This is one of the opportunities identified in the Vulnerable Tenants Protocol.

Information relating to vulnerability should be forwarded to the TSC, as they are ultimately
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responsible for administering each tenant’s file. Where appropriate, the TSC should engage the

services of the HPO.
5. Facilitating Contact

A broad cross-section of tenants expressed concerns about difficulties experienced contacting
staff by telephone and the futility of their attempts to attend at TCHC offices. Given that Tenant
Services Coordinators often attend only once per month in the tenant buildings for which they

are responsible, it may be difficult for tenants to meet with them.

To improve the ability of tenants to contact their TSC, TCHC should implement set office hours
when TSCs must be available in their office to respond to both telephone contacts and in-person
visits from tenants relating to rent arrears, loss of subsidy or Annual Review Form matters.
TCHC must take steps to set pre-announced regularly scheduled attendances by TSCs at each of
the communities. Set office hours and routine building attendances are particularly important in
light of the often substantial physical distances that separate many TCHC communities from
their staff office locations. This is especially challenging for elderly and many other vulnerable
tenants. For example, one of the offices for the Seniors Unit is located on Carlton Street, many
kilometres away for many of those seniors. While I understand that some measures may already
be occurring in some areas, it is important for TCHC to ensure consistency in these practices.
Even though not all tenants will choose to take advantage of these opportunities, these practices
will provide some necessary routine and structure to help TCHC communicate with its tenants

and, equally important, to give the tenants an opportunity to communicate with TCHC.

Many tenants expressed frustration with the Call Centre which they are encouraged to contact
when questions or issues arise. Their concerns relate to the shortage of staff available to respond
to the calls, lengthy wait times and the limited ability of the Call Centre staff to help resolve their
concerns. There are many reasons why an organization may rely on a Call Centre, including the
ability to streamline calls that can then be forwarded to various frontline staff, and to be able to
respond to standard questions relating to a tenant’s account or their building. Given the number
of tenants that live within TCHC communities, the use of a Call Centre likely does satisfy an
important role within the organization; yet it must be staffed appropriately according to the

volume and nature of intake calls. However, use of a Call Centre is not a replacement for
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personal contact, particularly when it relates to vulnerable tenants and issues as fundamental as
whether they may lose the home in which they live. A balance must be struck between realizing
the potential efficiencies of using a Call Centre, and ensuring that tenant questions and concerns
relating to the rent arrears and the eviction process are being answered effectively and within a

reasonable timeframe.
6. Written Communications

With respect to the written communication tenants receive relating to the Annual Review Form,

rent arrears, loss of subsidy and eviction, four general areas of concern were identified by tenants

and others:
o context and meaning of each document;
o volume of correspondence received;
o inconsistent, inaccurate or duplicative information; and
o inflexibility in the documents received, regardless of the amount of rent arrears.

Some tenants told us they are unable to appreciate the context of the documents they receive
from TCHC. For example, some tenants explained that they misinterpret the Notice to Terminate
as representing an actual notice to evict. This instils feelings of stress, fear and anxiety. In fact,
many tenants recounted to us feelings of “paralysis” when faced with the word “eviction.” This

is entirely counterproductive to the goals to which TCHC aspires.

The threat of eviction is one of the issues that the Ombudsman referred to in her report when she

stated:*®

The reality, however, is that the TCHC manages the tenancies of
thousands of vulnerable persons, many of whom have mental
health challenges and/or a range of disabilities. These factors are
compounded by economic disadvantage, leaving many tenants
powerless and often without the requisite skills to negotiate and
respond effectively. For them, the threat of eviction is a traumatic
experience that may result in homelessness.

“® Fiona Crean, Ombudsman, Housing Matters: Investigation into the Toronto Community Housing Corporation’s
Proposed Eviction of a Tenant, (January, 2010) at 22.
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While TCHC needs to be clear in its written communications to tenants regarding the
consequences if rent arrears are not remedied, in-person contact with tenants (or at a minimum

telephone contact) will help alleviate some of the resulting fear and anxiety.

TCHC staff should ensure that tenants understand all communications from staff, both written
and oral. Staff should also make reasonable efforts to determine the language preferences of
tenants. Where it can be achieved without major disruption to TCHC operations, staff with the
language capabilities appropriate to particular communities should be located in those
communities. Given the importance of written communications that may have serious
consequences for the tenant’s ability to stay housed, the Eviction Prevention Policy should

require that language translation/interpretation services be made available if needed.

The Eviction Prevention Policy of CityHousing Hamilton, the social housing provider owned
and operated by the City of Hamilton, expressly states that, upon commencement of tenancy,
tenants should be informed about language translation services. It also states that, in general,
language accommodation should be provided if required.*’ In contrast, the TCHC Eviction
Prevention Policy makes no mention of language services. Given the large numbers of TCHC
tenants whose first language is not English, it is important that the Eviction Prevention Policy
state that, as a basic principle underlying eviction prevention practices, language translation be

available for key communications with tenants.

Tenants and staff both raised concerns with respect to the volume of written correspondence that
a tenant in rent arrears may receive. Although the intent of TCHC is to provide the tenant with as
much opportunity as possible to remedy a rent arrears issue, inundating a tenant with multiple
written documents per month relating to the same issue, will most likely yield diminishing, if not

negative, returns. There needs to be more productive and effective ways to address the matter.

One of the other concerns raised by both tenants and TCHC staff relate to the quality of the
written communications sent to tenants. Some of the correspondence received by tenants from
TCHC is inconsistent, confusing or duplicative. To illustrate this point, one needs to look no

further than to some of the documentation that was sent by TCHC to Mr. Gosling:

" City of Hamilton, Community Services, Housing Division, Eviction Prevention Policy at 2.
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Example 1

= January 1, 2006: TCHC establishes Mr. Gosling’s monthly rent as being $440.50

= May 26, 2006: Notice of Decision letter was sent to Mr. Gosling to advise him of a
proposed loss of subsidy and increase in rent to $555.50, due to non-return of the

Household Income and Asset Review Form.

= August 8, 2006: Notice of Rent Increase (N2) was sent to Mr. Gosling. The document
advises that beginning on September 1, 2006, his rent will increase to $555.50.

= August 14, 2006: Notice of Decision was sent to Mr. Gosling. It states that, effective
September 1, 2006, his rent will be $469.50. The letter further states that the market rent
for his unit is $532.00

Example 2

=  January 1, 2008: TCHC establishes Mr. Gosling’s rent as being $532.00 per month.

= February 26, 2008: Notice of Rent Increase (N2) was sent to Mr. Gosling. The new rent
to become effective on March 1, 2009 was $532.00 per month.

=  October 27, 2008: Notice of Rent Increase (N2) is sent to Mr. Gosling. The new rent to
become effective on March 1, 2009 was $532.00 per month.

= December 14, 2008: Notice of Rent Increase (N2) is sent to Mr. Gosling. The new rent to

become effective on January 1, 2009 was $532.00 per month.

These are but two examples to illustrate the confusion a tenant would most likely experience
when the correspondence they receive is inconsistent, inaccurate or duplicative. This is
compounded if it is unclear who the actual author of the document is, as was the case with some

correspondence to Mr. Gosling. This confusion creates barriers to resolving rent arrears.

It is difficult to know whether improving the quality of the written communications to Mr.
Gosling would have remedied the problems he experienced with TCHC, given his continued

failure to provide the necessary information to complete the Annual Review Form. However,
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given that this review goes beyond reviewing the circumstances of only Mr. Gosling’s tenancy, it
is clear there are meaningful improvements that must be made in the manner TCHC

communicates with tenants.

Rent calculations should be included in letters to tenants. Providing this transparency will allow
the tenants to more fully understand the complexities of the process and the rigours of the
statutory framework. In addition, all letters from TCHC should be signed in a manner that makes
clear the identity of the author of the documents. Both tenants and staff must be clear from whom
and from where the written document originated. TCHC must possess the ability to track each
piece of correspondence that is sent to a tenant with a view to (1) reducing duplication; (2)
reducing the likelihood that correspondence will contain inaccurate or contradictory information;

and (3) increasing the transparency of all documentation sent to the tenant.

The Tenant Services Coordinator (or if that is not administratively feasible, another clearly
identifiable qualified person) needs to be assigned responsibility to manage all correspondence
sent to a tenant in rent arrears and related matters. A copy of all written correspondence,
including those letters sent directly by an automated system, should be sent to the TSC so that
the tenant file accurately reflects each communication. This will reduce the problem of multiple
parties sending inaccurate, contradictory or duplicative information. Further, a tenant should not,
in the normal course, receive a Notice to Terminate (N4) during the first month of rental
delinquency. We recommend this approach, especially for vulnerable tenants, because we
believe this initial period following arrears (usually no more than 20 — 25 days) is better spent on

efforts to resolve the problem by personal contact, in addition to the standard rent arrears letter.

Another important part of the process of communicating with tenants involves the computer
system that houses and, in some instances, disseminates information. It is crucial that TCHC
reconfigure its computer system. It must use a fully-integrated system where all information
relating to a tenant can be stored and readily accessed by staff. This will allow staff to see a
tenant’s risk factors relating to vulnerability and will reinforce that it is a significant issue
relating to that tenancy. When Mr. Gosling did complete his Annual Review Form (which was
not often) he listed his “Emergency Contact” as himself. I have been told by staff at the Office of

the Public Guardian and Trustee that this is a “big red flag.” If all information was entered into a
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single computer system, this should have been noticed and acted upon. I understand that TCHC
is in the process of improving and integrating its computer systems and I encourage them to

proceed with this endeavour as expeditiously as possible.

All written communications relating to eviction matters should be written in plain non-
threatening language that will be understandable and which will not unnecessarily raise the level
of stress and anxiety. The letter accompanying the Notice to Terminate (N4) is an example that
should use significantly less threatening language. While it is essential to make tenants aware at
an early stage that a rent arrears delinquency has arisen, that notification should not incite fear
and anxiety. However, we recognize that some documents, such as the Application to Evict (L1),

are legal documents that will contain specific legal language.

Many tenants expressed frustration that the same form letters and processes are used by TCHC
irrespective of whether a tenant is in arrears by $80.00 or $800.00. Incidentally, we were given a
letter by a tenant where the arrears were only $8.00. The process should provide for some
discretion and flexibility, however, it is important for TCHC to establish one system of written
communication with its tenants once a rent arrears issue reaches a certain threshold. While there
should always be some flexibility in the system, particularly as to when the actual eviction
process is initiated, in-person contact or telephone communication at the earliest stage of arrears
provides the greatest opportunity for creating a tailor-made solution that satisfies both the tenant

and TCHC.

I am advised that changes have recently been made to the various letters and notices that are sent
to tenants. TCHC is to be commended for taking steps to change these documents. Hopefully my

comments will be of assistance when reviewing the documents.
Recommendations:

= The Eviction Prevention Policy Guidelines should define “direct contact” as

requiring at least one face-to-face meeting.

= TCHC must place a greater emphasis on direct personal contact with tenants.
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At the commencement of the tenancy, TCHC should ensure that tenants are
aware of TCHC policies and practices regarding expectations and the payment
options available, eviction prevention and the importance of making rental

payments and completing the Annual Review Form in a timely manner.

A copy of the relevant policies and practices, including a copy of the Eviction
Prevention Policy and Guideline, should be provided to the tenant at the time the
lease is signed. Furthermore, given the fundamental importance of these
documents, they should, to the extent possible, be made available in different

languages.

All tenants should receive a tenant handbook at the commencement of their
tenancy. TCHC should include information in the tenant handbook relating to
the mandate of TCHC, the importance of the annual review process and eviction
prevention. The handbook should also include contact information for the

community agencies in proximity to the tenant’s building.

The relevant policies and practices, including the Eviction Prevention Policy and
Guidelines, should be available in each of the communities, and available on

TCHC’s website.

Staff should create a checklist setting out the matters to be covered with the
tenant at the commencement of the tenancy. Staff should take steps to ensure
that the tenant understands TCHC policies and practices, and the tenant should

sign the checklist accordingly.

During the initial consultation or follow-up interactions with tenants, staff
should be prepared to identify and document factors that may indicate tenant
vulnerability. This written information should then be forwarded to the TSC to

be maintained in the tenant’s file.

TSCs should document efforts made to communicate with tenants as well as the

results of those efforts. Every reasonable effort must be made to achieve
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personal contact with the tenant. The TSC should be responsible to ensure that

personal contact is made with tenants listed in the Exception Rent Roll Report.

The Eviction Prevention Policy Guidelines should be amended to make face-to-
face contact with the tenant mandatory prior to sending a request to file an
Application to Evict and after the Landlord and Tenant Board issues an Order

to Evict.

During annual inspections and when performing work orders, TCHC staff
should be sensitive to tenants who may be exhibiting signs of vulnerability. Staff
should document such indicators for the TSC’s review. Where appropriate, the

TSC should engage the services of the HPO.

TSCs should have set office hours and routine building attendances to address

tenant questions. TCHC should ensure that tenants are aware of this.

TCHC must ensure that tenant questions relating to arrears and the eviction
process are being answered by the Call Centre effectively and within a

reasonable timeframe.

The Eviction Prevention Policy should state that language translation/
interpretation/literacy services will be made available, if needed, for

communication with tenants.

All letters from TCHC should be signed in a manner that clearly identifies the

author.

TCHC needs to improve the written communications with tenants, so as to: (1)
reduce duplication; (2) reduce the likelihood that correspondence will contain
inaccurate or contradictory information; and (3) increase the transparency of all

documentation sent to the tenant.

Staff should make reasonable efforts to determine the language preferences of
tenants. Staff with language capabilities appropriate to particular communities

should be located in those communities if it can be achieved without major
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disruption to TCHC operations. The Eviction Prevention Policy should require

that language translation/interpretation services be made available if needed.

TCHC should provide tenants, on an annual basis, or as frequently as their rent
changes, with a letter that provides transparency as to how their rent has been

calculated.

TSCs should administer the tenant file and manage all correspondence that is
sent to a tenant with respect to rent arrears matters. This should reduce the
likelihood of multiple parties sending inaccurate, contradictory or duplicative

information.

TCHC must integrate and update its computer system for maintaining tenant

records and information.

In the normal course, a tenant should not receive a Notice to Terminate during
the first month that they are in rental delinquency. However, steps should be
taken by TCHC to remedy the rent arrears, including establishing personal

contact and sending a rent arrears letter.

All written communications from TCHC relating to arrears and eviction
prevention matters should be written using plain, non-threatening language.
However, tenants must be aware that some documents, such as the Application

to Evict (1), will contain specific legal language.

TCHC Staff and Community Agencies

During consultations with tenants, staff and various public and private sector agencies it became

apparent that TCHC has capable and committed staff. I was encouraged by their level of

expertise and enthusiasm which is critical to effecting TCHC’s mandate and responsibilities.

However, to better assist its tenants, TCHC should seek to improve in several key areas,

including staff training, job clarity and accountability, and relationships with community
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1. Role and Responsibilities of Tenant Services Coordinator

TSCs play a crucial role within the organization as they are responsible for administering the

tenant files.

One of the primary concerns expressed about TSCs is that they are overworked and their job
responsibilities are too all-encompassing, considering the number of tenants for whom they are
responsible. A TSC may be responsible for more than a thousand tenants. There is confusion
over precisely what responsibilities fall within the scope of a TSC. While there will always be an
element of flexibility and uncertainty associated with some tasks, further clarity of the role of the

TSC needs to be provided.

TSCs should continue to be responsible for the overall administration of the tenant file including
rent calculations, rent arrears, eviction prevention and the eviction process. TSCs are responsible
for ensuring that each of the necessary points of contact occur prior to advancing to the next
stage of the eviction process. While the Health Promotion Officer or Superintendent may engage
in some of the direct communications with tenants, the TSC must ensure that the file reflects
when and with whom these contacts occurred. Because TSCs are also responsible for responding
to tenant inquiries relating to rent arrears or issues relating to the Annual Review Form, they

should have set office hours when they are available to respond to tenant inquiries.

Throughout this review, it became apparent there exists a tension between some of the
responsibilities of the TSC and the spirit of the Eviction Prevention Policy and Guidelines. In
particular, TSCs have been instructed to focus on (1) reducing vacancies (in March 2009 the
target was 1.27%); (2) reducing the number of tenants in rent arrears (in March 2009 the target
was 3.15%);*® and (3) reducing the number of tenants with an outstanding Annual Review Form.
Some of these initiatives may, at times, clash with the concept of flexibility in finding ways to
assist tenants to remain in their units when they are in arrears. Clearly there are business reasons
for establishing targets for rent arrears and vacancies. Indeed, given the subsidized rent paid by
many TCHC residents, it is important to keep in mind that collecting monthly revenues is

essential in order for TCHC to provide the services it does to its tenants. In order to give effect to

* These targets are for one Operating Unit, not organization-wide.
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the Eviction Prevention Policy and Guidelines, supervision of the work carried out by the TSCs

must occur in order to ensure compliance with the Policy and Guidelines.

I understand there is now an “Eviction Prevention Checklist” the TSC must complete prior to a
tenant being evicted. This is a helpful development because it provides a detailed summary of
steps to be completed prior to an eviction actually occurring. The process also currently requires
the Operating Unit Director and the Operating Unit Manager to review the tenant file prior to an
Eviction Order proceeding. This is too cumbersome a process. The Operating Unit Director
should not be required to review the tenant file in order to confirm when each eviction should
occur. Their role is to provide structure, vision and leadership. The TSC working with their
OUM are well-positioned to manage the Eviction Prevention Checklist. Having said that, I
believe it appropriate for the Director to carry out a periodic audit of tenant files to ensure

compliance with the Eviction Prevention Checklist.

To enhance accountability, the Eviction Prevention Policy and Guidelines should expressly set
out the TSC’s responsibility for administering the tenant’s file, including responsibility for
implementing the annual review and arrears collection processes. There should be meaningful

consequences for non-compliance with the Policy and Guidelines.
2. Role and Responsibilities of Health Promotion Officer

The responsibilities of the Health Promotion Officers are, not surprisingly, frequently
misunderstood. Their defined role includes the following:

...working with TCHC communities, tenant groups, local agencies,

civic groups, policy makers and Municipal and Provincial bodies

to initiate, promote and implement a range of community building

initiatives that contribute to the creation of healthy, engaged and
inclusive communities.*

Promoting tenant engagement and participation and supporting other TCHC staff are some of the

key components of the HPOs current responsibilities. Because HPOs are responsible for an

* Toronto Community Housing Corporation, Internal Permanent Opportunity for a Health Promotion Officer.
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average of 15 communities they have limited availability to attend in each of their communities,

. . . . . 50
or engage in one-on-one meetings or interventions with tenants.

Throughout the review process it became apparent that the role of the HPO is not well
understood by TCHC staff or tenants. Some have suggested that the current role of the HPO is
not reaching its full potential. At a minimum, the role of the HPO does not appear to be utilized

as well as it might be.

In order to fully embrace the spirit of the Eviction Prevention Policy, TCHC should consider
developing the role of the HPO to interact more closely with both the Superintendents and TSCs,
and to act as a resource to them when an issue arises with a vulnerable tenant, especially once
TCHC has initiated eviction proceedings. The role of the HPO should be expanded to include
acting as a liaison between vulnerable tenants and community agencies, raising awareness of the

types of services available and making referrals to agencies where appropriate.

TCHC should, consistent with its current hiring practice, hire persons with a post-secondary
degree in advocacy, social work, counselling or community development, or with extensive

relevant work experience in those fields, to fill HPO vacancies as they arise.

The role of the HPO should be clearly explained so that the services they provide are well
understood throughout TCHC and by the tenants. To the extent they will be involved, the HPO’s

responsibilities should be expressly set out in the Eviction Prevention Policy and Guidelines.
3. Training

TCHC has invested significant resources to create the Eviction Prevention Policy and
Guidelines, the Mental Health Framework and the Vulnerable Tenants Protocol. TCHC should
be commended for providing training to many of its staff to improve awareness and compliance
with these policies. While training has become mandatory for some within the organization,
including the TSCs, it has been optional for others. Training for all staff, including

Superintendents, Operating Unit Managers and Litigation Clerks should be compulsory.

> A “community” can consist of one or many buildings, with one or many units, that have the same or consecutive
municipal addresses.
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Concerns were expressed that not all frontline staff had received training in the complex
requirements of the Social Housing Reform Act, 2000 and its regulations. All frontline staff,
including TSCs and Litigation Clerks, should receive this training and on-going professional

development should occur including relevant legislative updates.

4. Supervision

Supervision of staff is an important element to ensure TCHC is able to fulfill its mandate and
promote eviction prevention. Supervision provides an element of quality control and oversight
necessary to ensure that policies such as the Eviction Prevention Policy are adhered to and

respected.

Some TCHC staff spoke of the 2008 corporate reorganization as creating a work environment
that was at times chaotic and made supervision difficult. A review of the circumstances
surrounding the Operating Unit that managed the seniors communities in the western corridor of
the City, including the community in which Mr. Gosling resided, provides some insight into the
challenges associated with the last corporate reorganization. Temporarily, from July 2008 until
September 2009, staff assigned to this Operating Unit were spread across three separate office
locations, and their physical files were located in a larger number of office locations. Although
the staff was responsible for the western region, one of the three offices was located outside the
region. These logistical challenges were compounded when the Operating Units were reduced
from 27 to 13, thereby increasing the number of apartment buildings for which an Operating Unit
Manager became responsible. The OUM for Mr. Gosling’s region now had approximately 6000
units to manage, an increase of 4000 units. This resulted in the OUM not being able to regularly

assess how effectively the TSCs were fulfilling their responsibilities.

When examining the circumstances surrounding Mr. Gosling’s tenancy and subsequent eviction,
there were instances where guidelines and protocols were not followed. For example, it does not
appear the staff forwarded Exception Rent Roll Reports to the Superintendent on a regular basis.
Neither the TSC, the HPO, nor any other staff spoke with Mr. Gosling in person or by telephone
after the Landlord and Tenant Board granted an Order to Evict, to advise him that the eviction

could still be prevented. The TSC who was responsible for Arleta Manor did not make contact,
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nor did anyone else from TCHC. At no time did anyone within TCHC engage the services of the
HPO to assist Mr. Gosling.

In May 2009 a tenant contact policy for the Seniors Units was developed.”’ Mr. Gosling was
evicted on the 28" of May. Contrary to this expectation, TCHC staff did not attend at his

building on any regular basis in the month of May.

To ensure its policies and protocols are being adhered to, TCHC should consider implementing a
system requiring TSCs to confirm, in writing, to their OUM, that: (1) the Exception Rent Roll
Reports have been forwarded to the Superintendent; (2) either the TSC, Superintendent or HPO
have spoken with or, at the very least, have knocked on the doors of each tenant in rent arrears;

and (3) they have complied with the expectation regarding regular building attendances.

The OUM is ultimately responsible for their staff and must establish a structure that ensures the
Arrears Collection Process and the Eviction Prevention Policy have been correctly followed.
This is particularly important prior to a Notice of Eviction or an Application to Evict being
served upon a tenant. I do not believe this requires the OUM to review each file before a Notice
or Application is served, but the OUM should carry out appropriate supervision, including audit
checks. However, where the Landlord and Tenant Board has issued an Eviction Order and a
tenant is facing an actual eviction, the OUM should become engaged to review the tenant file,
prior to the Eviction Order being enforced. This level of oversight is prudent given the
consequences of eviction. There is a great responsibility placed upon TSCs to administer tenant
files. An equal responsibility rests with the OUM to ensure the timeliness and accuracy of

communications sent by his/her staff.

The Community Health Manager, as well, must ensure that the HPOs are fulfilling their
responsibilities, and liaising appropriately with vulnerable tenants and community agencies.
Audit checks should be undertaken by the Community Health Manager to review the work of
HPOs.

> Seniors Unit OUA/OUB TSC Visits to Buildings (2009) (Tab 6).
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5. Managing the Relationship with Community Agencies

As previously stated, TCHC is not a supportive housing agency. It is a social housing landlord
with the unique mandate to provide quality housing for low and moderate income households.
TCHC simply does not possess the necessary resources to provide support services directly to
tenants. However, it does have the ability to facilitate referrals to community agencies that
provide these services. TCHC should create a system to engage the services of such agencies,
particularly for its seniors portfolio. Referrals to these agencies should be facilitated by the
Health Promotion Officer who, as a trained professional, would be well positioned to assist in
making the appropriate referrals in each case. Staff and tenants should be made aware of the

HPO’s role of linking tenants with community agencies.

Community agencies play a vital role in the lives of many people, including the tenants at
TCHC. Governments of all levels must provide financial support for these agencies, without
which our social fabric is greatly endangered. Without agency support, more vulnerable tenants,

like Mr. Gosling, risk the unfortunate circumstances that follow from losing one’s home.

The report of the 2006 TCHC Tenant Survey highlights the importance of accessing community

. 52
services and supports:

Access to this wider network plays a significant role in the quality
of life for tenants who are elderly, physically disabled, or single
parents. By continuing to actively promote and communicate
available community services and supports, TCHC play an

important supportive role in helping improve tenants’ quality of
life.

Despite the recognition in the Tenant Survey of the integral role of these agencies, many tenants
expressed concern that they were unaware of the availability of such agencies in their
community. TCHC should take steps to post in each of their buildings a list of all agencies within
the geographic region of that building. TCHC should also arrange for meetings with tenants and
agencies for the purpose of advising tenants about the agencies that exist locally and the services

they provide. This list must be regularly updated, at least every six months.

>* Toronto Community Housing Corporation, Decima Research, Toronto Community Housing 2006 Tenant Survey:
Executive Summary (October 2006) at 5.
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CityHousing Hamilton’s experience in this area is instructive. It has established a number of
partnerships with community support agencies, including organizations providing support
workers, internet access, mental health services, and services for seniors.”” CityHousing
Hamilton’s motivation for establishing such partnerships is that tenants who have support are
better able to meet their tenancy obligations. TCHC should consider establishing such
partnerships, and each Operating Unit should schedule regular meetings between TCHC and the

agencies.

There are presently significant legislative constraints restricting the information that can be
shared between TCHC and a community agency in relation to a particular tenant. The Municipal
Freedom of Information and Protection of Privacy Act (“MFIPPA”) places restrictions on how
the use of personal information held by an institution can be used and shared in the absence of
consent from the person from whom the information was obtained.”® MFIPPA is sound
legislation. There are good reasons why MFIPPA exists. This legislation was intended to protect
privacy, not to prevent tenants from receiving the care they require. While a balance must be
struck between respecting the parameters of privacy legislation and caring for tenants, it should
be recognized that promoting the well-being of tenants should be the primary concern for both

TCHC and the community agencies.

The preferred approach for TCHC and community agencies would be to obtain the consent of the
tenant prior to disclosing relevant information about the tenant. There will, however, be limited
circumstances when this is not possible due to the vulnerability of the tenant. When a vulnerable
tenant is facing some significant risk, disclosure should be considered in order to improve the

ability of community agencies to assist absent the consent of the vulnerable tenant.

I recommend that government consider an amendment to the MFIPPA and other relevant privacy
legislation that would enable the disclosure of information without consent where a social
housing tenant is vulnerable and risks suffering serious personal or financial harm which might

be alleviated if relevant information is provided. Irrespective of the outcome of this

>3 City Housing Hamilton, Housing Support Programs for CityHousing Hamilton Tenants, online:
<http://www.cityhousinghamilton.com/pagel print.aspx?page-housing_supports>
>* Municipal Freedom of Information and Protection of Privacy Act, R.S.0. 1990, c. M.56.
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recommendation, efforts should be made to educate and train staff with respect to what

information can be shared about a tenant with a community agency absent consent.

A protocol should be developed by TCHC with each of the community agencies and medical
care providers who can provide services to the TCHC tenants, including mental health providers.
This protocol should establish when a community agency should inform TCHC about a tenant
who has contacted the agency without a TCHC referral. The purpose of such a protocol would be
to make TCHC aware of an element of risk or vulnerability. Such a protocol would need to
carefully weigh the privacy concerns of the tenant as well as legislative restrictions. A protocol
could establish how and to whom any disclosure would be received at TCHC, with a view that

the information be used to assist the tenant.

The Office of the Public Guardian and Trustee is a valuable resource to be engaged when
required by TCHC and its tenants. The mandate of the Public Guardian, pursuant to the
Substitute Decisions Act, includes investigating incidents where an individual appears to be

5

incapable of managing their property and/or personal care.”” The mandate also includes

providing assistance to that individual if an incapacity is identified.

It may be that TCHC should refer more vulnerable tenants to the Public Guardian than heretofore
has occurred where it appears the tenant may fall within the Public Guardian’s mandate. The
Public Guardian’s mandate permits it to provide meaningful assistance to TCHC and its tenants.
I know TCHC and the Public Guardian have been in communication so TCHC will now have a
better understanding of the services the Public Guardian can provide. This dialogue should
continue and TCHC ought to make efforts to better educate its staff, and in particular Health

Promotion Officers, about the resources available through the Public Guardian.

TCHC should also engage in dialogue with the local legal aid clinics. Legal clinics can provide
valuable assistance long before eviction is triggered. TCHC must assist tenants to engage with

legal aid clinics.

Despite the best intentions, the practical realities of our society are such that even when referrals

are made by trained professionals, the agencies may not always have the ability to take on new

33 Substitute Decisions Act, S.0. 1992, c. 30.
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files or possess the expertise necessary to address specific tenant issues. We must all be mindful
that there is no process that will resolve all tenant issues that arise. The ultimate goal is for
TCHC to provide the best service possible, bearing in mind its mandate, and the availability of

resources within TCHC and the community.

Recommendations:

Role and Responsibilities of Tenant Services Coordinator

= TSCs must have set office hours when they are available to respond to tenant

inquiries, either in person, by telephone or e-mail.

= TSCs must take overall responsibility for administering the tenant file,
particularly as it relates to rent arrears and rent review matters. The Eviction
Prevention Policy and Guidelines should expressly set out the TSC’s overall

responsibility.

= The responsibilities of the TSC should be clarified for staff and tenants. For
example, TCHC should confirm whether door knocking is a responsibility of the
TSC, or whether the TSC can delegate this responsibility to the Superintendent
or the HPO.

= TSCs must be held accountable to ensure compliance with the Eviction
Prevention Policy, the Arrears Collection Process and the Eviction Prevention
Checklist. There should exist meaningful consequences for failing to abide by

these standards.

= TSCs should continue to complete the Eviction Prevention Checklist with

oversight from the OUM.
Role and Responsibilities of Health Promotion Officer

= The responsibilities of the HPO should include acting as a liaison between
tenants and community support agencies. The HPO should assist in making

referrals, where appropriate, to these agencies.
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Training

The responsibilities of the HPO should include their involvement once TCHC
has initiated eviction proceedings. Ultimately, the HPO should be more closely

intertwined with the TSCs and Superintendents with whom they work.

TCHC should engage in an awareness campaign for the purpose of carefully
explaining the role of the HPO to all staff and tenants. The HPO’s
responsibilities should be expressly set out in the Eviction Prevention Policy and

Guidelines.

TCHC should consider hiring only individuals with relevant post-secondary

education or equivalent experience to fill future HPO positions.

TCHC should conduct mandatory training with respect to the Eviction
Prevention Policy and Guidelines for every staff member who may deal directly
or indirectly with a tenant, including Superintendents, Operating Unit Managers

and Litigation Clerks.

TCHC should take steps to ensure that all frontline staff receive training relating
to the Social Housing Reform Act, 2000. TCHC should ensure that relevant
updates and amendments to this legislation are disseminated, with training, to

all frontline staff in a timely manner.

Supervision

All staff assigned to an Operating Unit should have their offices located in one
location in that region. This will ensure appropriate staff oversight and provide
staff with the benefit of being able to troubleshoot with their fellow staff

members.

TSCs should be required to report, in writing, to their OUM, that they have (1)

forwarded the monthly arrears report to the Superintendent; (2) they have
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arranged for face-to-face contact with tenants in arrears; and (3) complied with

the expectation regarding regular building attendances.

= Each direct contact with a tenant, as outlined in the Eviction Prevention Policy
and Guidelines, should be carefully documented. An attempt at making contact

should be distinguished from actual in-person or telephone contact.

=  OUMs should undertake a periodic audit review of the tenant files managed by
the TSCs, to ensure a level of quality control. This must include tenant files

where the eviction process has been initiated.

= The Community Health Manager should undertake a periodic audit review of

the work carried out by the HPOs.
Managing the Relationship with Community Agencies

= TCHC must reaffirm to its tenants that it does not provide supportive housing

assistance.

= TCHC should educate its tenants and staff that the HPO can be engaged to assist

in making a referral to a community agency.

= TCHC should actively recruit agencies to offer services for each of its

communities.

= Each tenant building should post an up-to-date list of agencies that are within
close proximity of the building. This list should be regularly updated, at least

every six months.

= TCHC should arrange meetings within each of its communities to describe the
types of community assistance that may be available within close geographic

proximity.
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TCHC should continue fostering its relationship with the Public Guardian, and
refer to the Public Guardian tenants who may fall within the Public Guardian’s

mandate.

TCHC should contact the appropriate government authorities with a view to
recommending amendments to the Municipal Freedom of Information and
Protection of Privacy Act and other privacy legislation to allow information to be
disclosed where a vulnerable tenant faces serious financial, physical or health

hardship if information is not disclosed.

TCHC should work toward establishing a protocol to manage the exchange of

information between TCHC and community agencies.

TCHC should assist tenants to engage with the local legal aid clinics early in the

rent arrears process.

Rent Review Process

1. Annual Review Process

The Social Housing Reform Act, 2000 and its regulations contain rules governing who is eligible

for RGI assistance and the process for quantifying the subsidy a tenant may be entitled to

receive. TCHC is bound by this regime in the calculation of a tenant’s annual income and assets.

It is a complicated process and TCHC relies upon the Annual Review Package that it sends to

tenants to assist in capturing all the necessary information. The Annual Review Package contains

the following information:

Household Income and Asset Review Form (“Annual Review Form”);
Instructions describing the method to prove household income and assets;
Emergency Contact and Special Assistance Information Form;

Proof of Employment Form;

Contact information for a Help Line (available in several languages);

59



= A warning that failing to complete the Package on time may result in rent increase.

There is a significant disconnect between the expectations set by the Social Housing Reform Act,
2000 and imposed on TCHC to capture a tenant’s annual income and assets, and the ability of

tenants to satisfy the requirements of the Annual Review Form.

Every month approximately 3000 Annual Review Forms are either incomplete or not returned on
time. This high volume of incomplete or unreturned forms reflects systemic problems with the
annual review process. These problems include (1) a lack of clarity as to what must be disclosed
to satisfy the Annual Review Form; (2) uncertainty or lack of flexibility regarding the types of
documentation that are required from the tenant; and (3) the limited ability of some or many

TCHC tenants to satisfy these requirements given their level of vulnerability.

It is important to highlight the hurdles that tenants experience in the process because only when
these issues are understood and rectified will the process improve. This is just one story told to
me by a tenant of the time he invested and the difficulties he experienced in trying to satisfy the

requirements of the Annual Review Form, as documented and described in his own words:

*  Tuesday, December 15 — Obtained Annual Review Package
from TCHC. Booked an appointment with social worker and
left message with Area Co-ordinator.

=  Wednesday, December 16 — Went to meet with Housing Co-
ordinator at Evangel Hall Mission for help.

*  Thursday, December 17 — Went to the bank to have
paperwork filled out and signed by the bank manager.

=  Friday, December 18 — CCAC Co-ordinator visits my home to
look over my paperwork. After reviewing my materials, it
was discovered that my tax assessment was missing.

=  Monday, December 21 — Went back to Housing Co-ordinator
at Evangel Hall to get copies of all documents, including 2008
tax assessment.

=  Tuesday, December 22 — Was exhausted mentally, had
trouble sleeping, high blood pressure due to stress. Visited
Registered Nurse. Taking one week off and resting.
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= Tuesday December 29 — Attend at TCHC’s head office at 931
Yonge Street. The office was full. Asked for assistance from
someone to look over paperwork but the receptionist says
there is nobody available to help me. Asked about Eviction
Prevention Program and was told it is in the process of being
implemented. Was advised my completed forms should be
sent to Operating Unit at 155 Sherbourne Street.

=  Wednesday, December 30 — Went to Operating Unit at 155
Sherbourne Street and was told that my paperwork should not
be submitted to this office and that head office made a
mistake and it should really go to 325 Bleecker Greenwin
Management Co. (Agent for TCHC). Also told a letter must
be submitted stating that I am currently not employed which
is very important. Even though I have a photo ID Drug Card,
Income Statement from ODSP, advised that I must provide a
written letter or I would lose my subsidy.

=  Monday, January 4 — Went back to the Housing Co-ordinator
at Evangel Hall Mission where they typed out a letter for me
stating I was currently unemployed. I signed it and we
reviewed the paperwork again and made copies of the
materials.

*  Tuesday, January 5 — Handed in my paperwork at 9:30 a.m. at
325 Bleecker Greenwin Management. I was asked if all
signatures were mine and I said yes except for witness
signatures. It seemed everything was in order and she took
down my cell number should there be any problems. I asked
for a copy with a received stamp. She copied only the first
page for me and put a received stamp which gives a date but
no signature.

Fortunately, the tenant was a “young” senior, i.e. less than age 75, and was physically able to
travel on public transit to the locations mentioned, unlike many seniors and other vulnerable
tenants. While this is just one tenant’s experience, it is representative of the various struggles that
tenants shared with me. There is no question this process is daunting and overly complicated. It

must be simplified.

One step that can be taken is to have staff regularly attend tenant buildings for the purpose of

assisting tenants to complete the Annual Review Form. Vulnerable tenants, and even many who

61



would not be considered vulnerable, are simply unable to collect and marshal all the necessary

information without assistance.

It is imperative during this process that the Emergency Contact information be updated. Tenants
should provide names of family members and friends in addition to the Emergency Contact. The
TSCs and HPOs will then have people to reach out to in order to get assistance for tenants, if and

when necessary.

While TCHC is not a provider of supportive housing assistance, TCHC cannot fulfill its mandate
if it is unable to provide assistance to tenants to navigate this complex process more efficiently.
In addition to assistance from staff, TCHC should also provide space in each building and
organize agencies and volunteers to meet with tenants to help them with the annual review
process. This, of course, is consistent with the earlier mentioned relationship-building with
community agencies. It would not only assist TCHC to better fulfill its mandate but would also

foster a sense of community within the neighbourhoods of each of the tenant buildings.

Improvement must also be made in the accuracy and transparency of rent and subsidy
calculations. Staff must be trained to accurately calculate a tenant’s rent, and to succinctly
explain to tenants how the result was achieved. Tenants are entitled to know the factors
considered in calculating their rent. Some tenants expressed frustration that staff were unable to
communicate this information to them. As I discussed previously, much of the correspondence
sent to Mr. Gosling relating to his applicable rent at a given point in time was confusing, to say
the least. Ultimately, staff are accountable to provide transparent and accurate information to
tenants concerning their rent calculations. While no system will ever be free from flaws or

human error, appropriate oversight must ensure clarity and transparency.

In addition to attending on site and improving staff training, TCHC can improve communication
by providing tenants at the beginning of the tenancy with a list of all documents required to
complete the Annual Review Form. This would provide tenants, and those who might assist

them, with an awareness of what the expectations will be.

The Annual Review Form is submitted to tenants in writing, usually in English, which creates a

potential barrier for those tenants who have limited understanding of the English language.
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Instructions and warnings should be provided in as many languages as is reasonably feasible. In
order to improve the understanding of tenants as to what constitutes income and assets for the
purpose of the Annual Review Form, TCHC should include in the Annual Review Package a
notice that translation/interpretation services are available if needed. This notice should be
written in as many languages as is reasonably feasible. For those tenants who are still unable to
read the contents of the Annual Review Package due to a visual impairment or other limitation,
the HPO should become engaged to contact that tenant’s emergency contact or a community

agency for assistance.

Practically speaking, TCHC should consider sending the Annual Review Package at a point
much closer to the required date of return than the current 180 days (six months). It is often a
natural reaction to “put out of sight” which means “out of mind” something that needs not be
done until many weeks in the future. This may reduce the burden on both tenants and Tenant
Services Coordinators from gathering and administering this information long before it is
required. TCHC should also consider sending to tenants a 30-day reminder notice prior to their

Annual Review Form deadline.

Some tenants expressed concern that TCHC staff either lost or misplaced client documentation
necessary to complete the Annual Review Form. In order to remedy these errors, to the extent
they occur, and to provide some additional structure, TCHC should provide tenants with an

acknowledgement of receipt when a tenant submits their Annual Review Form.

There are also opportunities for TCHC to streamline the process to receive tenant information.
For example, we encourage tenants to provide TCHC with the authority/consent to receive a
copy of the tenant’s Notice of Assessment directly from the Canada Revenue Agency (“CRA”).
TCHC has included a consent that can be completed by tenants within the Annual Review Form
allowing TCHC to receive a copy of that tenant’s Notice of Assessment from CRA. TCHC must
confirm with CRA that completing this consent is sufficient to receive a copy of the Notice of
Assessment. This information being sent directly from CRA to TCHC should alleviate some of
the burden associated with the tenant providing much of the required information about their
annual income. Although it has been suggested that Mr. Gosling signed such a consent, I have

seen no evidence of it in the documents provided to me.
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It should be clear from my comments on the complexity of the legislative regime governing rent
and subsidy calculations and the arrears process that there needs to be significant legislative
amendments. The current process is extremely challenging for staff and for the tenants. It has
resulted in untold expense and burden to the system. To simplify rent-geared-to-income
calculations and relieve tenants from the duty to report their income every year, the legislation

should be amended to allow TCHC to:

- base rent-geared-to-income calculations on a household’s Total
Income, as reported on the Canada Revenue Agency’s Notice of
Assessment for each resident

- receive this Total Income figure automatically through Canada
Revenue Agency.

This proposal would allow the tenants to meet their reporting obligations under the Social
Housing Reform Act, 2000 without having to compile documents or file reports each year. There
would be timely and accurate reporting. The calculations would now be based on an easily
defined number instead of a complicated definition of income. It would mean that a government
agency, equipped with the expertise, would be doing the calculations and TCHC, in particular
the TSC, would now have more time to engage in that very important direct, face-to-face contact.
Ultimately, it would mean that tenants such as Mr. Gosling would be less likely to fall into

arrears for failure to report their income.
2. Paying Rent

Some tenants expressed frustration relating to what they see as the inflexibility associated with

the due date for rent payments.

Presently, it is TCHC policy to require tenants to pay their rent on the first of the month. This
system will often cause a tenant to be unnecessarily identified as being in arrears. For example,
those tenants who do not receive their paycheque and/or their government pensions on the first
of the month may find themselves in ongoing rent arrears. If TCHC could be more flexible as to
the day of the month a rental payment can be made, it is likely that fewer resources would be
dedicated to tracking and administering these rent arrears caused by, what is sometimes, a few

days delay, and fewer tenants would be burdened with these concerns.

64



Some TCHC staff have informed me that the Social Housing Reform Act 2000 requires rent to be
due on the first of the month and that TCHC has no discretion to change this. I do not agree. The
Act and its regulations are silent on the matter. I see no impediment to adopting a more flexible

approach to rent due dates.
Recommendations:

= At the commencement of a tenancy, TCHC should provide tenants with a list of

all documents that will be required to complete the Annual Review Form.

= Tenants should be provided with a clear and transparent document explaining

how their rent has been calculated.

= TCHC staff must be trained in the legislative rules governing rent and subsidy
calculations, rent payment and rent arrears. Staff should be able to explain rent

calculations to tenants succinctly.

= TCHC should provide the instructions and warnings that form part of the

Annual Review Package in as many languages as reasonably feasible.

= TCHC staff should include a multilingual notice in the Annual Review Package

that informs the tenants of translation/interpretation services.

= TCHC staff must attend regularly in tenant buildings for the purpose of meeting

with tenants regarding the requirements of the annual review process.

= Where TCHC is dealing with a vulnerable tenant, the Tenant Services
Coordinator or Health Promotion Officer may wish to contact the emergency
contact for that particular tenant in an effort to explore whether the emergency

contact can assist with the annual review process.

= TCHC should make efforts to provide space in its buildings where volunteers
and agencies can meet with tenants to assist them in completing the Annual

Review Form.
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TCHC should consider providing tenants with the Annual Review Package only

90 days prior to when the information must be obtained.

Tenants should be provided with an acknowledgement receipt when their annual

review materials are received by TCHC.

TCHC should encourage tenants to provide TCHC with the authority to receive
a copy of a tenant’s Notice of Assessment directly from the Canada Revenue

Agency.

TCHC should confirm with the CRA that the consent form currently available
to tenants is sufficient for TCHC to directly obtain a copy of a tenant’s Notice of

Assessment.

TCHC should be flexible as to the day of the month when rent payments are due

from tenants.

TCHC should contact the appropriate provincial ministry and engage in
discussions with a view to developing legislative amendments to the Social

Housing Reform Act, 2000.
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E. Internal Review Process

The Social Housing Reform Act, 2000 provides that, upon request, landlords must internally
review decisions to increase rent-geared-to-income amounts.’® The process that TCHC has
established for internal reviews involves having either a Tenant Services Coordinator or
Operating Unit Manager review whether the TSC who made the initial decision complied with
the legislative procedural requirements, and whether the rent-geared-to-income determination
was correct, given the tenant’s circumstances and the legislative formulae for calculating

subsidy.”’
1. Tenant Awareness of Internal Review

Community legal clinics have informed us that many tenants are unaware they have this right.
Although the Notice of Decision letter states the tenant may ask for an internal review, this

information appears near the end of a lengthy letter.

Given the complex language in the Notice of Decision, it is understandable that vulnerable
tenants would have difficulty understanding that they have a right to request an internal review.

The language of the Notice of Decision should be simplified.

Further, the Notice of Decision offers no guidance to tenants as to how and to whom they would
make a request for internal review. TCHC should consider including with the Notice of Decision
a simple form asking the tenant to indicate (either “yes” or “no”) whether the tenant wishes to
request a review of the decision, and requiring them to sign the form. This form should indicate
that the request is to be given to the TSC. TCHC should also consider extending the time for

submitting a request for internal review.’®

The Notice of Decision should be sufficiently detailed to explain the adverse decision in a
comprehensive manner. TCHC should include the rent review calculations, the applicable

supporting documentation, and the name and contact information of the TSC who made the

% SHRA, s. 82.

" Rent Review Process Checklist at 3.

0. Reg. 298/01, ss. 57(4) & (5) permit the housing provider to extend this deadline beyond the 10 days usually
given to the tenant.

67



decision. Such detail in the Notice of Decision is appropriate due to the serious consequences

that can result from an incorrect rent increase.
2. Conduct of Internal Review

The legal clinics have expressed concerns that the conduct of the internal reviews lacks the
appearance of impartiality. Internal reviews of a TSC’s rent determination are usually conducted
by another TSC working in the same Operating Unit office or the TSC’s immediate supervisor,
which would be the Operating Unit Manager of the office. We have heard reports of internal
reviews being done by the same person who made the initial decision. Clearly, such a practice
would contravene natural justice, fairness and the requirement of the regulation that internal
reviews must be performed by someone other than the original decision maker.”” In general, the
legal clinics are concerned that the internal review process fails to meet the test of procedural

fairness protections for the tenant.

Although the regulation does not require an oral tribunal hearing for internal review decisions, I
strongly recommend that TCHC study the internal review process currently used by the Ottawa
Housing Authority which involves an oral tribunal hearing.®” The Ottawa internal review process
may be simply described as follows: when an internal review is requested, an ad hoc review
panel is formed consisting of three members. One member is a tenant advocate, i.e. this member
may be a tenant, a tenants’ association representative, or a representative appointed by the tenant
seeking internal review. One member represents the organization responsible for maintaining the
waiting list for rent-geared-to-income applicants. The final member of the panel represents the
social housing provider community. All panel members are selected from a pool of volunteers
from each of the three categories. As required by the regulation, no person involved in the
decision under review may sit on the panel. Furthermore, the tenant advocate and the social
housing provider representative cannot be connected to the specific building in which the tenant

seeking review lives.

? 0. Reg. 298/01, s. 58(2).

% In Courtland Mews Co-operative Homes Inc. v. McKay, [2007] O.J. No. 360 at para. 56 (S.C.J.), Brown J.
observed that “[i]n the case of the RGI assistance review process, the Legislature decided not to adopt the procedural
requirements of the Statutory Powers Procedure Act but, instead, to create through the SHRA Regulation a process
tailored to the particular circumstances of RGI assistance.”
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CityHousing Hamilton’s Eviction Prevention Policy expressly states that CityHousing Hamilton
will make every effort to protect tenant rights to “natural justice and procedural fairness with
regard to their tenancy and their right to be heard.” With respect to the internal review process in
particular, it states that CityHousing will make every effort to involve the tenant in the process

upon an appeal of a rent determination.®’

Internal reviews are very important because the decision to reduce or remove rent subsidy is
usually extremely serious for vulnerable tenants. Usually (but not always) TCHC tenants are
already living in social housing out of necessity and struggling to pay even rent-geared-to-
income amounts. If the reason for the increase occurs solely because the tenant failed to file
appropriate material or failed to return their annual review documents, it would be highly
unlikely that they would be able to afford market rent or higher rent amounts. Increases or
evictions in such circumstances are usually counter-productive. As such, the decisions of TSCs
and OUMs fundamentally affect the lives of these tenants. It is imperative that TSCs and OUMs
be aware of the requirements of the Ontario Human Rights Code and TCHC’s own Human
Rights, Harassment and Fair Access Policy and apply these principles as they conduct internal

. . .. 62
reviews of such important decisions.

Because an unfavourable rent-geared-to-income decision can seriously impact a vulnerable
tenant, TCHC should consider including a commitment to natural justice and procedural fairness

in its statement of principles in the Eviction Prevention Policy.

Recommendations:

. The language of the Notice of Decision should be simplified, especially the

language advising tenants about an internal review.

. TCHC should include with the Notice of Decision a simple form asking the
tenant whether they wish to pursue an internal review. The form should include
“yes” and “no” checkboxes, as well as instructions to the tenant to sign the form

and give it to the TSC.

o1 City of Hamilton, Community Services, Housing Division, Eviction Prevention Policy.
% Human Rights Code, R.S.0. 1990, c. H.19.
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TCHC should consider extending the time for submitting a request for internal

review.

TCHC should set minimum standards for what constitutes a valid Notice of

Decision. A valid Notice of Decision would have the following features:
o Sufficiently detailed reasons and supporting documentation to justify
and explain the decision;
o Rent review calculations and supporting documentation;

o Name and contact information for the TSC who made the decision.

TCHC should adopt an internal review process that applies all, or at least
some, of the features of the Ottawa Housing Authority internal review

process:

o The hearing should be an oral hearing before a panel;

o The panel should consist of members representing tenants at large as

well as members representing the social housing provider;

o The member representing tenants and the social housing provider
representative may not be connected to the building in which the

tenant seeking review resides;
o No person involved in the decision under review may sit on the panel.

The Ontario Human Rights Code and TCHC’s own Human Rights,
Harassment and Fair Access Policy must be applied to the internal review

process.

TCHC should include a statement of its commitment to natural justice and

procedural fairness in the Eviction Prevention Policy.
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F. Eviction Proceedings

Each month, TCHC sends out approximately 5000 Notices of Termination (N4) to tenants.
However, only approximately 40 evictions occur each month, 25 of which relate to rent arrears.
Based upon these figures, it is apparent that TCHC does a good job preventing evictions from
occurring, given that less than 1% of those tenants who receive a Notice of Termination (N4) are
actually evicted from their unit. However, these 40 evictions per month do not include those
tenants who leave their unit “voluntarily” prior to an eviction order being obtained, and in some
cases, as a result of the fear that a Notice of Termination (N4) instils in them. We must be
mindful of these “phantom evictions” that result in a unit being vacated upon the tenant receiving

a Notice of Termination (N4).

There is considerable progress to be made, particularly in relation to the mechanics of the
eviction process and the quality and tone of communications from TCHC to its tenants when

dealing with rent arrears and evictions.
1. Initiating Proceedings

A Notice of Termination (N4) and the cover letter that accompanies it are one of the first

documents a tenant receives when in arrears. This cover letter includes the following language:
We are getting ready to take legal action to evict you.

As I have already said, this letter is not a measured first response to every tenant who finds
themselves in arrears and for what is sometimes an amount as low as $8.00. This is particularly
so considering the fear, anxiety and stress it causes tenants, and also given that the rent arrears
may only have existed for a short period of time. While TCHC must be candid with its tenants
about the eviction process, a more helpful, less threatening response should be prepared. This

recommendation is consistent with the findings of the Toronto Ombudsman who stated:
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Threatening to deprive a long-time tenant of his home should
be an absolute last resort, following extremely careful
consideration.”

A Notice of Termination (N4) should not be served upon a tenant during the first month they are
in arrears. This is far too harsh a step, particularly for aged seniors and other vulnerable tenants.
However, as I have previously commented, TCHC should take steps to contact the tenant quickly

to remedy the matter.

The Notice of Termination (N4) is a standard form document that has been approved by the
Landlord and Tenant Board. TCHC should use this document as is necessary but it must be
balanced with a cover letter that invites the tenant to work with their TSC to find a solution. Such
an approach would be consistent with the Eviction Prevention Policy and Guidelines’ focus of
keeping tenants in their homes. Whenever a Notice of Termination (N4) or Application to Evict
(L1) is served upon a tenant, these documents must also be accompanied by information about
and methods of contacting the legal clinics that operate in close proximity to the tenant’s

building.

Staff have discretion to arrange a repayment agreement with tenants in arrears. However, some
staff feel compelled to require full repayment by the tenant within three months. While TCHC is
a landlord with a business to operate and is dependent upon tenant rents as its source of revenue,
flexibility is very important when negotiating repayment agreements with tenants, particularly
vulnerable tenants. Where it is appropriate to do so, TSCs should have the discretion to negotiate
repayment agreements with tenants that extend beyond three months. TCHC should ensure that

all repayment agreements are reasonable and achievable.

2. Landlord and Tenant Board Proceedings

Pursuant to the Eviction Prevention Policy Guidelines, Litigation Clerks are required to attempt

to negotiate a mediated settlement prior to the commencement of an eviction hearing. This takes

% Fiona Crean, Ombudsman, Housing Matters: Investigation into the Toronto Community Housing Corporation’s
Proposed Eviction of a Tenant (January 2010) at 21.
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place at the Landlord and Tenant Board. In order to give effect to the Eviction Prevention Policy
and Guidelines, Litigation Clerks should be required to document these efforts to mediate, and

this documentation should be maintained in the litigation file.
(a) Importance of Legal Representation for Tenant

The Landlord and Tenant Board is to be commended for the steps they have taken to provide
duty counsel for tenants. They recognize that duty counsel service is essential to the fairness and
integrity of their process. It must be recognized, however, that the mandate of the tenant duty
counsel program is limited to giving summary advice and referring tenants out to local legal aid
clinics. They are authorized to represent the tenants in the hearing room only to the extent of
requesting adjournments. If a tenant has a case to present, they must get some other form of legal

representation.

There may be circumstances when unrepresented tenants refuse to take advantage of the
resources provided by duty counsel. When this occurs, the Landlord and Tenant Board and the
TCHC Litigation Clerks should continue to encourage tenants to take advantage of the legal

resources available.

Mr. Gosling’s attendance before the Landlord and Tenant Board on April 1, 2009, is a good
example of the direction the Board can give. The adjudicative Board member was patient and
generous in her very real efforts to assist Mr. Gosling. As is evident in the excerpts below, Mr.
Gosling was steadfast in his refusal to seek assistance from duty counsel, since he had “paid a
lawyer to handle this”. But unfortunately for him, his “lawyer” did not show up. It should be
noted that although Mr. Gosling refers to Mr. Harry Kopyto as his “lawyer,” Mr. Kopyto is not a

lawyer.

Board: Have you spoken to duty counsel? I’m sure that they
would tell you that it’s quite legal to do that.

Gosling:  No, no... I’ve paid him, a lawyer to do it. He didn’t
show up today.

Board: I would like him to have a duty counsel talk to him.
Maybe you would believe duty counsel.
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Gosling:

Board:

Gosling:

Board:

Gosling:

Board:

Gosling:

Board:

Gosling:

Board:

Gosling:

Board:

Gosling:

Board:

Gosling:

I’m not going to no duty counsel. I’ve paid a lawyer
to handle this.

You’ve got a lawyer to handle this?
Yes.
Well, where is he?

[inaudible] by himself.

What’s the name of your lawyer?

Harry Kopyto.

I really strongly advise you to speak to duty counsel.

Oh no...

Do you understand what I’m trying to tell you, Mr.
Gosling? You have two options, you either really get
legal help or see duty counsel, that’s free of charge
and they would look into your case and they would tell
you but it’s been such a long time and you know that
you have to fill in this form. It is not illegal for
them...If government is going to use public money to
subsidize your rent, then government has the right to
make sure that you ... it’s means tested that you
actually do require the help.

I’m familiar with all that.

Then why are you not doing it?
Again, I’m familiar with all that.
Then why are you not doing it?

I was supposed to have a lawyer at my side today and
he did not show up and that’s not my fault. Please
understand I’m not paying this amount because I don’t
owe it...I've been paying the amount — the Lease
shows and no more.
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Board: If this is rent geared to income ... is that correct?
Unknown: Yes.

Board: Rent - It’s called Rent-Geared-To-Income that’s why
they have to ask you what your income position is on
an annual basis. And you have to fulfill this. It’s not so
troublesome surely. It’s not worth this ... all this
hassle you go through for it. You don’t have to pay a
lawyer... You don’t have to pay a lawyer.

Gosling: I want this thing settled. I am not satisfied.

Board: Well ... of course you can take it up to the lawyer
again. I am very surprised that if you have a lawyer
and you are paying him that he hasn’t shown up and
hasn’t informed us. I have nothing on record to show
that you have a representative. That’s all. Could I have
the number of that file please?

Board: Alright. I am postponing this so you have the whole
month of April to get your lawyer to decide if he
wants to review or an appeal, that would be fine,
okay?

Gosling:  Yes.

In the end, the Landlord and Tenant Board granted an Order to evict Mr. Gosling. However, they
postponed the effective date of the Order until April 30, 2008, so as to provide Mr. Gosling an
opportunity to meet his “lawyer” to determine whether he wanted to appeal the decision, which

unfortunately for Mr. Gosling, never happened.

Litigation Clerks should have discretion to request a hearing adjournment if they are of the view
the matter should not proceed in the absence of a tenant obtaining legal assistance. If a
vulnerable tenant advises that they have counsel or an agent who is not present at the hearing,
and an Eviction Order is then made by the Board, efforts should be made by the TCHC legal unit

to contact that legal counsel or agent prior to an Eviction Order being filed with the Sherriff.
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Mr. Gosling had a long history of engaging Mr. Kopyto to assist him with matters relating to
TCHC and the Landlord and Tenant Board. However, based upon our review of the available
documents and our communications with TCHC and Mr. Kopyto, there does not appear to have
been any communication between TCHC and Mr. Kopyto between the time the Landlord and
Tenant Board issued the Order to evict Mr. Gosling on April 3, 2009, and when Mr. Gosling was
actually evicted on May 28, 2009.

On June 1, 2009, Mr. Gosling telephoned Mr. Kopyto at the suggestion of the TCHC
Superintendent for Arleta Manor. This telephone call was made from the Superintendent’s office.
Based upon our discussions with staff, it appears that Mr. Kopyto recommended that Mr.
Gosling attend at the Jane/Finch Community Legal Services Office to seek assistance. Mr.
Gosling did this and shortly thereafter a representative from Jane/Finch Community Legal
Services began contacting TCHC on behalf of Mr. Gosling. Mr. Kopyto began to reengage
himself in Mr. Gosling’s file at some point later in June, 2009, by instructing Mr. Gosling to
offer to pay $500.00 in rent arrears and to arrange to have Mr. Kopyto act as Mr. Gosling’s
Power of Attorney. However, we have seen no evidence in any files, including the Landlord and
Tenant Board file, that Mr. Kopyto took any steps to appeal Mr. Gosling’s Eviction Order, as

was recommended by the Board member.

Tenant Services Coordinators and Operating Unit Managers currently control when an Eviction
Order from the Landlord and Tenant Board is filed with the Sherriff’s Office, which triggers the
physical eviction of a tenant. The TSCs and OUMs should exercise discretion as to when to
proceed with the actual eviction and particularly if ongoing discussions with the tenant hold out a

reasonable possibility of arriving at a resolution satisfactory to TCHC and to the tenant.
(b) Limitation on Board’s Review of Subsidy

There is presently a legislative constraint in the Residential Tenancies Act, 2006 restricting the
authority of the Landlord and Tenant Board to review decisions regarding the eligibility or
amount of rent-geared-to-income.®* This legislative restriction on the Landlord and Tenant
Board’s authority over rent-geared-to-income decisions removes a safeguard for vulnerable

tenants facing the final stage of the legal process. This legislative restriction applies only to those

% RTA4, s. 203.
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tenants paying rent-geared-to-income amounts under the Social Housing Reform Act, 2000.%
Tenants who are fortunate enough not to require rent-geared-to-income subsidies are not subject
to this restriction, and are free to challenge the appropriateness of rent they are paying. There
may be some question of whether this limit on the Board’s jurisdiction conflicts with the Human

Rights Code.

Under the previous legislation, the Tenant Protection Act, the adjudicators at the Ontario
Residential Housing Tribunal took different positions concerning their ability to review decisions
of housing providers concerning subsidy.®® Some took the position that the existence of the
internal review process precluded them from reviewing subsidy decisions except perhaps to take
it into consideration in refusing to evict on the grounds of overall fairness. Other adjudicators
took the position that they could not evict for non-payment of rent unless the landlord could
prove the amount of rent that should be paid each month, meaning that they could therefore look

into the subsidy decision in determining the rent owing.®’

It is possible that a vulnerable tenant could find themselves facing eviction proceedings at the
Landlord and Tenant Board for non-payment of arrears that were never rightfully owed, due to a
rent miscalculation and an unsuccessful internal review. In such a case, the Board’s hands would
be legislatively tied since it cannot review the correctness of rent calculations. In this way the
vulnerable tenant faces the additional indignity of appearing before an adjudicative body with the
power to evict, but with no power to examine what may be the root cause of the tenant’s

problem.

TCHC should discuss with the provincial government an amendment to the Residential
Tenancies Act, 2006 that would permit the Landlord and Tenant Board to examine rent-geared-

to-income determinations.

% SHRA, c. 27.

% Tenant Protection Act, 1997, S.0. 1997, c. 24 (repealed).

%7 Three conflicting Tribunal decisions on subsidy issues are: Metro Toronto Housing Corp. v. Pottinger, [2001]
O.H.R.T.D. No. 110; TSL — 60434, [2004] O.H.R.T.D. No. 55; and EAL —46520-RV, [2005] O.H.R.T.D. No. 68.
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Recommendations

= The letter that accompanies the Notice of Termination (N4) should be revised

and not use a “threat” of legal proceedings being initiated.

= A Notice of Termination (N4) should not be served upon a tenant during their

first month of rent arrears.

= Tenant Services Coordinators and Operating Unit Managers should exercise
discretion as to when to proceed with the actual eviction, especially if there are
ongoing discussions with the tenant that may reasonably result in a satisfactory

resolution.

= TCHC should not necessarily require all repayment agreements with tenants be
satisfied in full within three months. TCHC should ensure that all repayment

agreements are reasonable and achievable.

= TCHC should provide the tenant with written information relating to legal
clinics available within close proximity when a Notice of Termination (N4) or an

Application to Evict (1) is served upon the tenant.

= Litigation Clerks should be empowered with the discretion to request an
adjournment of a hearing if they are of the view the matter should not proceed

in the absence of a tenant obtaining legal advice.

= If a vulnerable tenant goes on record as having a legal representative who is not
present at the hearing, efforts should be made by the litigation department to
contact that legal representative prior to an Eviction Order being filed with the
Sheriff.

= TCHC should continue to inform tenants of the services offered at the Landlord

and Tenant Board relating to duty counsel and interpretation services.
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= TCHC should take steps to recommend an amendment to the Residential
Tenancies Act, 2006 to allow the Landlord and Tenant Board to assess the

appropriateness of rent-geared-to-income decisions.
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Section 6: Commissioner of Housing Equity

It became clear to me through these consultations that TCHC tenants need more assistance than
is currently available at TCHC, to “maintain healthy, successful tenancies”, one of the goals in
the current Community Management Plan.®® Tenants now have access to the Office of the
Toronto Ombudsman to investigate matters on their behalf. 1 believe the creation of this
Ombudsman’s office will help TCHC continue to achieve its goals. However, I feel tenants
require additional assistance in this complicated subsidized housing system. My mandate extends
only to reviewing the eviction process for vulnerable tenants, however, I believe the proposal I
describe below could assist TCHC tenants in other ways and also contribute directly to the

financial success of TCHC.

A new independent office should be created to ensure TCHC staff have satisfied all prerequisites
prior to an eviction matter proceeding to the Landlord and Tenant Board. I propose this “office”

be independent, and be named the Commissioner of Housing Equity.

The TCHC Board of Directors should appoint the Commissioner. The original term should be
for two or three years, and subject to renewal. The Commissioner ought to have an

understanding of social housing and of the issues facing vulnerable tenants.

The Commissioner of Housing Equity should have some characteristics of an independent
auditor, in ensuring that all policies and practices have been followed, and some characteristics
of an ombudsman, in its role of mediating fair settlements. It would not, however, fulfill the role
of advocate for the tenants. It will have as its focus the assurance that all eviction prevention
policies are and have been engaged. The Commissioner will also invite tenants facing eviction
for arrears to participate in mediation to be conducted by outside/independent mediators. I
suggest that the Tenant Services Coordinator responsible for that tenancy be the TCHC
representative at the mediation since they have the most knowledge of that tenant, their rental

history and circumstances.

One of the hallmarks of TCHC’s Eviction Prevention Policy and Guidelines is to engage in

personal contact for the purpose of exploring whether a resolution can be achieved. To give

% Toronto Community Housing Corporation 2010-2012 Community Management Plan Update at 3.
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effect to these policies, both the tenant and TCHC should participate in these mediated
settlement discussions facilitated by the Commissioner’s office, before the tenant file is
transferred to the legal department. All files must be sent to the Commissioner’s office once a

decision has been made to send an Application to Evict (L1) to a tenant.

The benefits of this approach are many. There may be immediate cost savings to TCHC because
if a mediated settlement is achieved, TCHC will not have incurred legal costs including the fee
for filing the Application To Evict (L1) with the Landlord and Tenant Board. This is a less
stressful and more cost effective procedure, rather than the process after legal proceedings are
commenced when tenants are overwhelmed by the prospect of losing their homes and anxious

and confused about the legal proceedings.

Prior to or during the mediation the Commissioner’s office can assess whether the tenant requires
assistance and, where required, can engage TCHC staff in connecting the tenant to the
appropriate agency to assist the tenant. This is yet another “check” in the system to ensure that
TCHC tenants are linked to the community supports and services they need to “maintain healthy,

successful tenancies”.

This office is not to advocate for individual tenants or investigate individual complaints. There
are numerous public agencies that already exist to fulfill those roles. The mandate of the
Commissioner of Housing Equity is to promote resolution of rent arrears situations, short of

eviction, and in the process link tenants, if necessary, with community supports to assist them.

To be able to provide effective advice and assistance to both TCHC and its tenants, the
Commissioner must have sufficient staffing resources. The Commissioner should provide a
report semi-annually to both the CEO and the Board of Directors of TCHC. This will ensure that
TCHC can respond effectively and promptly to identified issues.

As stipulated in the Terms of Reference for this review, I believe the implementation of the
office of the Commissioner of Housing Equity is “a remedial measure to prevent further

occurrences similar to that experienced by Mr. Gosling”.
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Recommendations:

TCHC should establish a new independent office, the Commissioner of Housing

Equity, with sufficient staffing and resources.

The central function of the Commissioner of Housing Equity is to resolve rent
arrears situations, through mediation, and reduce those matters which proceed
to the Landlord and Tenant Board. Through this process the Commissioner’s
Office will link tenants with available community support agencies to get

assistance, as needed and identified.
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APPENDIX “A”

RECOMMENDATIONS

Section 5:

Section 5:

A. Mandate of TCHC

TCHC must better communicate its mandate. It is a landlord, not a direct
provider of social work services, but it must assist tenants to identify, locate and
contact appropriate support services.

TCHC must clearly communicate this mandate to tenants and staff.

B. Communication with Tenants

The Eviction Prevention Policy Guidelines should define “direct contact” as
requiring at least one face-to-face meeting.

TCHC must place a greater emphasis on direct personal contact with tenants.

At the commencement of the tenancy, TCHC should ensure that tenants are
aware of TCHC policies and practices regarding expectations and the payment
options available, eviction prevention and the importance of making rental
payments and completing the Annual Review Form in a timely manner.

A copy of the relevant policies and practices, including a copy of the Eviction
Prevention Policy and Guideline, should be provided to the tenant at the time the
lease is signed. Furthermore, given the fundamental importance of these
documents, they should, to the extent possible, be made available in different
languages.

All tenants should receive a tenant handbook at the commencement of their
tenancy. TCHC should include information in the tenant handbook relating to
the mandate of TCHC, the importance of the annual review process and eviction
prevention. The handbook should also include contact information for the
community agencies in proximity to the tenant’s building.

The relevant policies and practices, including the Eviction Prevention Policy and
Guidelines, should be available in each of the communities, and available on
TCHC’s website.

Staff should create a checklist setting out the matters to be covered with the
tenant at the commencement of the tenancy. Staff should take steps to ensure
that the tenant understands TCHC policies and practices, and the tenant should
sign the checklist accordingly.
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During the initial consultation or follow-up interactions with tenants, staff
should be prepared to identify and document factors that may indicate tenant
vulnerability. This written information should then be forwarded to the TSC to
be maintained in the tenant’s file.

TSCs should document efforts made to communicate with tenants as well as the
results of those efforts. Every reasonable effort must be made to achieve
personal contact with the tenant. The TSC should be responsible to ensure that
personal contact is made with tenants listed in the Exception Rent Roll Report.

The Eviction Prevention Policy Guidelines should be amended to make face-to-
face contact with the tenant mandatory prior to sending a request to file an
Application to Evict and after the Landlord and Tenant Board issues an Order
to Evict.

During annual inspections and when performing work orders, TCHC staff
should be sensitive to tenants who may be exhibiting signs of vulnerability. Staff
should document such indicators for the TSC’s review. Where appropriate, the
TSC should engage the services of the HPO.

TSCs should have set office hours and routine building attendances to address
tenant questions. TCHC should ensure that tenants are aware of this.

TCHC must ensure that tenant questions relating to arrears and the eviction
process are being answered by the Call Centre effectively and within a
reasonable timeframe.

The Eviction Prevention Policy should state that language translation/
interpretation/literacy services will be made available, if needed, for
communication with tenants.

All letters from TCHC should be signed in a manner that clearly identifies the
author.

TCHC needs to improve the written communications with tenants, so as to: (1)
reduce duplication; (2) reduce the likelihood that correspondence will contain
inaccurate or contradictory information; and (3) increase the transparency of all
documentation sent to the tenant.

Staff should make reasonable efforts to determine the language preferences of
tenants. Staff with language capabilities appropriate to particular communities
should be located in those communities if it can be achieved without major
disruption to TCHC operations. The Eviction Prevention Policy should require
that language translation/interpretation services be made available if needed.

TCHC should provide tenants, on an annual basis, or as frequently as their rent
changes, with a letter that provides transparency as to how their rent has been
calculated.
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TSCs should administer the tenant file and manage all correspondence that is
sent to a tenant with respect to rent arrears matters. This should reduce the
likelihood of multiple parties sending inaccurate, contradictory or duplicative
information.

TCHC must integrate and update its computer system for maintaining tenant
records and information.

In the normal course, a tenant should not receive a Notice to Terminate during
the first month that they are in rental delinquency. However, steps should be
taken by TCHC to remedy the rent arrears, including establishing personal
contact and sending a rent arrears letter.

All written communications from TCHC relating to arrears and eviction
prevention matters should be written using plain, non-threatening language.
However, tenants must be aware that some documents, such as the Application
to Evict (L1), will contain specific legal language.

Section 5: C. TCHC Staff and Community Agencies

Role and Responsibilities of Tenant Services Coordinator

TSCs must have set office hours when they are available to respond to tenant
inquiries, either in person, by telephone or e-mail.

TSCs must take overall responsibility for administering the tenant file,
particularly as it relates to rent arrears and rent review matters. The Eviction
Prevention Policy and Guidelines should expressly set out the TSC’s overall
responsibility.

The responsibilities of the TSC should be clarified for staff and tenants. For
example, TCHC should confirm whether door knocking is a responsibility of the
TSC, or whether the TSC can delegate this responsibility to the Superintendent
or the HPO.

TSCs must be held accountable to ensure compliance with the Eviction
Prevention Policy, the Arrears Collection Process and the Eviction Prevention
Checklist. There should exist meaningful consequences for failing to abide by
these standards.

TSCs should continue to complete the Eviction Prevention Checklist with
oversight from the OUM.
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Role and Responsibilities of Health Promotion Officer

Training

The responsibilities of the HPO should include acting as a liaison between
tenants and community support agencies. The HPO should assist in making
referrals, where appropriate, to these agencies.

The responsibilities of the HPO should include their involvement once TCHC
has initiated eviction proceedings. Ultimately, the HPO should be more closely
intertwined with the TSCs and Superintendents with whom they work.

TCHC should engage in an awareness campaign for the purpose of carefully
explaining the role of the HPO to all staff and tenants. The HPO’s
responsibilities should be expressly set out in the Eviction Prevention Policy and
Guidelines.

TCHC should consider hiring only individuals with relevant post-secondary
education or equivalent experience to fill future HPO positions.

TCHC should conduct mandatory training with respect to the Eviction
Prevention Policy and Guidelines for every staff member who may deal directly
or indirectly with a tenant, including Superintendents, Operating Unit Managers
and Litigation Clerks.

TCHC should take steps to ensure that all frontline staff receive training relating
to the Social Housing Reform Act, 2000. TCHC should ensure that relevant
updates and amendments to this legislation are disseminated, with training, to
all frontline staff in a timely manner.

Supervision

All staff assigned to an Operating Unit should have their offices located in one
location in that region. This will ensure appropriate staff oversight and provide
staff with the benefit of being able to troubleshoot with their fellow staff
members.

TSCs should be required to report, in writing, to their OUM, that they have (1)
forwarded the monthly arrears report to the Superintendent; (2) they have
arranged for face-to-face contact with tenants in arrears; and (3) complied with
the expectation regarding regular building attendances.

Each direct contact with a tenant, as outlined in the Eviction Prevention Policy
and Guidelines, should be carefully documented. An attempt at making contact
should be distinguished from actual in-person or telephone contact.
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OUMs should undertake a periodic audit review of the tenant files managed by
the TSCs, to ensure a level of quality control. This must include tenant files
where the eviction process has been initiated.

The Community Health Manager should undertake a periodic audit review of
the work carried out by the HPOs.

Managing the Relationship with Community Agencies

Section 5:

TCHC must reaffirm to its tenants that it does not provide supportive housing
assistance.

TCHC should educate its tenants and staff that the HPO can be engaged to assist
in making a referral to a community agency.

TCHC should actively recruit agencies to offer services for each of its
communities.

Each tenant building should post an up-to-date list of agencies that are within
close proximity of the building. This list should be regularly updated, at least
every six months.

TCHC should arrange meetings within each of its communities to describe the
types of community assistance that may be available within close geographic
proximity.

TCHC should continue fostering its relationship with the Public Guardian, and
refer to the Public Guardian tenants who may fall within the Public Guardian’s
mandate.

TCHC should contact the appropriate government authorities with a view to
recommending amendments to the Municipal Freedom of Information and
Protection of Privacy Act and other privacy legislation to allow information to be
disclosed where a vulnerable tenant faces serious financial, physical or health
hardship if information is not disclosed.

TCHC should work toward establishing a protocol to manage the exchange of
information between TCHC and community agencies.

TCHC should assist tenants to engage with the local legal aid clinics early in the
rent arrears process.
D. Rent Review Process

At the commencement of a tenancy, TCHC should provide tenants with a list of
all documents that will be required to complete the Annual Review Form.
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Tenants should be provided with a clear and transparent document explaining
how their rent has been calculated.

TCHC staff must be trained in the legislative rules governing rent and subsidy
calculations, rent payment and rent arrears. Staff should be able to explain rent
calculations to tenants succinctly.

TCHC should provide the instructions and warnings that form part of the
Annual Review Package in as many languages as reasonably feasible.

TCHC staff should include a multilingual notice in the Annual Review Package
that informs the tenants of translation/interpretation services.

TCHC staff must attend regularly in tenant buildings for the purpose of meeting
with tenants regarding the requirements of the annual review process.

Where TCHC is dealing with a vulnerable tenant, the Tenant Services
Coordinator or Health Promotion Officer may wish to contact the emergency
contact for that particular tenant in an effort to explore whether the emergency
contact can assist with the annual review process.

TCHC should make efforts to provide space in its buildings where volunteers
and agencies can meet with tenants to assist them in completing the Annual
Review Form.

TCHC should consider providing tenants with the Annual Review Package only
90 days prior to when the information must be obtained.

Tenants should be provided with an acknowledgement receipt when their annual
review materials are received by TCHC.

TCHC should encourage tenants to provide TCHC with the authority to receive
a copy of a tenant’s Notice of Assessment directly from the Canada Revenue
Agency.

TCHC should confirm with the CRA that the consent form currently available
to tenants is sufficient for TCHC to directly obtain a copy of a tenant’s Notice of
Assessment.

TCHC should be flexible as to the day of the month when rent payments are due
from tenants.

TCHC should contact the appropriate provincial ministry and engage in

discussions with a view to developing legislative amendments to the Social
Housing Reform Act, 2000.
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Section 5:

E. Internal Review Process

The language of the Notice of Decision should be simplified, especially the
language advising tenants about an internal review.

TCHC should include with the Notice of Decision a simple form asking the
tenant whether they wish to pursue an internal review. The form should include
“yes” and “no” checkboxes, as well as instructions to the tenant to sign the form
and give it to the TSC.

TCHC should consider extending the time for submitting a request for internal
review.

TCHC should set minimum standards for what constitutes a valid Notice of
Decision. A valid Notice of Decision would have the following features:

o Sufficiently detailed reasons and supporting documentation to justify
and explain the decision;

o Rent review calculations and supporting documentation;
o Name and contact information for the TSC who made the decision.

TCHC should adopt an internal review process that applies all, or at least
some, of the features of the Ottawa Housing Authority internal review
process:

o The hearing should be an oral hearing before a panel;

o The panel should consist of members representing tenants at large as
well as members representing the social housing provider;

o The member representing tenants and the social housing provider
representative may not be connected to the building in which the
tenant seeking review resides;

o No person involved in the decision under review may sit on the panel.

The Ontario Human Rights Code and TCHC’s own Human Rights,
Harassment and Fair Access Policy must be applied to the internal review
process.

TCHC should include a statement of its commitment to natural justice and
procedural fairness in the Eviction Prevention Policy.
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Section 5:

Section 6:

F. Eviction Proceedings

The letter that accompanies the Notice of Termination (N4) should be revised
and not use a “threat” of legal proceedings being initiated.

A Notice of Termination (N4) should not be served upon a tenant during their
first month of rent arrears.

Tenant Services Coordinators and Operating Unit Managers should exercise
discretion as to when to proceed with the actual eviction, especially if there are
ongoing discussions with the tenant that may reasonably result in a satisfactory
resolution.

TCHC should not necessarily require all repayment agreements with tenants be
satisfied in full within three months. TCHC should ensure that all repayment
agreements are reasonable and achievable.

TCHC should provide the tenant with written information relating to legal
clinics available within close proximity when a Notice of Termination (N4) or an
Application to Evict (1) is served upon the tenant.

Litigation Clerks should be empowered with the discretion to request an
adjournment of a hearing if they are of the view the matter should not proceed
in the absence of a tenant obtaining legal advice.

If a vulnerable tenant goes on record as having a legal representative who is not
present at the hearing, efforts should be made by the litigation department to
contact that legal representative prior to an Eviction Order being filed with the
Sheriff.

TCHC should continue to inform tenants of the services offered at the Landlord
and Tenant Board relating to duty counsel and interpretation services.

TCHC should take steps to recommend an amendment to the Residential
Tenancies Act, 2006 to allow the Landlord and Tenant Board to assess the
appropriateness of rent-geared-to-income decisions.

Commissioner of Housing Equity

TCHC should establish a new independent office, the Commissioner of Housing
Equity, with sufficient staffing and resources.

The central function of the Commissioner of Housing Equity is to resolve rent
arrears situations, through mediation, and reduce those matters which proceed
to the Landlord and Tenant Board. Through this process the Commissioner’s
Office will link tenants with available community support agencies to get
assistance, as needed and identified.
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Report on the Eviction of Al Gosling and the Eviction Prevention
Policy of Toronto Community Housing Corporation

The Honourable Patrick J. LeSage, C.M., O.0Ont., Q.C.
May 2010

EXECUTIVE SUMMARY

Al Gosling was almost 82 years old at the time of his death in October 2009. He had resided for
21 years at 11 Arleta Avenue, a Toronto Community Housing Corporation building, until he was
evicted for rent arrears in May 2009. His problems arose when he failed to complete the
paperwork to qualify for subsidized rent and his rent increased. After eviction he remained
homeless until he died of an infection five months later.

In October 2009, the Board of Directors of TCHC asked me to conduct an independent review of
the circumstances surrounding Mr. Gosling’s eviction and to review and make appropriate
recommendations regarding TCHC’s Eviction Prevention Policy.

The Terms of Reference as set out by the Board are as follows:

o In light of the eviction of the late Mr. Al Gosling, identify any gaps in how
the Eviction Prevention Policy (the “Policy”) and procedures under it were
applied and suggest remedial measures to prevent further occurrences.

o Review the interim actions taken by Toronto Community Housing to
strengthen the Policy and advise on whether additional procedures are
needed to implement the purpose of the Policy.

o Advise on the implementation of amendments to the Policy proposed by
Toronto Community Housing to avoid the eviction of vulnerable tenants
for the non-payment of rent.

J Advise on any other changes to the Policy or additional procedures to
address other eviction prevention issues that arise out of the independent
review.

The mandate of this review is to make recommendations to prevent evictions of vulnerable
tenants for non-payment of rent. Vulnerability is a term that need not be specifically defined and
includes individuals facing a wide range of challenges. Seniors and those with physical
disabilities and mental health problems would most certainly be included as vulnerable or “at
risk” persons. A person can quickly become vulnerable and it is therefore important that an
assessment of risk factors be performed on a periodic basis commencing at the outset of the
tenancy.
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TCHC’s mandate is “to provide quality housing for low and moderate income households and to
create community conditions that minimize risk and promote resiliency.” It is important to
recognize that TCHC is a social housing provider but has neither staffing nor funding to provide
supportive housing services. TCHC must, however, assist tenants to link to those community
agencies having the requisite expertise and ability.

Policies and practices in place at TCHC, including the Eviction Prevention Policy and
Guidelines, the Community Management Plan, the Mental Health Framework, the Vulnerable
Tenants Protocol, and the Human Rights, Harassment and Fair Access Policy are all thoughtful
policies. If properly trained staff implement these policies on a consistent basis and audits are
done to ensure compliance, TCHC will go a long way in fulfilling its mandate.

One of the issues giving rise to significant difficulties experienced by tenants and staff is the
corporate reorganization that took place in 2008. The TCHC communities were redefined, staff
relocated, travel distances increased and confusion ensued. As a result of the reorganization, staff
workloads increased and staff responsiveness to tenants’ inquiries and difficulties decreased.

The Eviction Prevention Policy and Guidelines call for direct contact with the tenants. I have
found during the course of my consultations that this direct contact takes place on a very
inconsistent basis. Communication with tenants by TCHC must improve. Staff have many
opportunities to engage with tenants — on lease signing, on contacting tenants on the Exception
Rent Roll Report and at the annual inspection. Each of these occasions should be used to engage
the tenants and identify issues that could potentially lead to rent arrears and eventual eviction.
For example, a tenant not completing and submitting the required documents to become eligible
for rent subsidization is a red flag that prompts staff to make direct personal contact with those
individuals.

The current strategy of sending to tenants a constant stream of letters, some of which use
threatening language, needs to change. Tenants need to be put on notice of their arrears;
however, threatening eviction at the first sign of arrears is not a productive step to engaging the
tenant. Staff must make every effort to contact tenants in order to understand the root of the
arrears problem and where possible rectify it at the earliest opportunity. This will not be
accomplished solely by letter writing.

TCHC must identify the specific staff person responsible for managing the tenant file. I suggest
the appropriate staff member is the Tenant Services Coordinator, with assistance, when
appropriate, from the Health Promotion Officer and the building Superintendent. The role of the
Health Promotion Officer should include liaising directly with tenants and assisting tenants to
connect with community agencies. The tenant engagement model ought to be revamped to place
a greater emphasis on ‘tenants helping tenants’ to develop a more supportive building
community.

Another factor that has significantly impacted TCHC staff and its tenants is the legislative
framework, which imposes requirements on TCHC that staff have difficulty interpreting and
with which the tenants have great difficulty complying. It is my hope that the Legislature will
take steps to amend the legislation to reduce the burden on TCHC and its tenants.
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This Report recommends that prior to rent arrears escalating to eviction proceedings all such
cases be directed to a new independent office, the Commissioner of Housing Equity. The
Commissioner will ensure all proper eviction prevention steps have been taken and will make
every effort to engage the parties in mediation to resolve the situation. This office must be
independent of TCHC management structure and must have adequate staffing and resources to
carry out this very important function. If a matter must proceed to the Landlord and Tenant
Board, which I hope will be a rare occurrence, the tenants should be provided access to legal
representation in light of the possible outcome — eviction from their home.

It is my hope that this Report will encourage all parties, including frontline staff and
management at TCHC, community agencies, legal aid clinics, and various government ministries
— federal, provincial and municipal — to work collectively toward the common goal of improving
the social housing system, especially for vulnerable tenants. Without change we risk a recurrence
of the circumstances that gave rise to the eviction and subsequent death of Al Gosling.



Terms of Reference re: LeSage'Indegendent Review

In light of the eviction of the fate Mr. Al Gosling, identify any gaps in
how the Eviction Prevention Policy (the “Policy”) and procedures
under it were applied and suggest remedial measures to prevent
further occurrences.

Review the interim actions taken by Toronto Community Housing to
strengthen the Policy and advise on whether additional procedures
are needed to implement the purpose of the Policy.

Advise on the implementation of amendments to the Policy
proposed by Toronto Community Housing to avoid the eviction of
vulnerable tenants for the non payment of rent

Advise on any other changes to the Policy or additional procedures
to address other eviction prevention issues that arise out of the
independent review
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Toronto Community Housing’s Mental Health
Framework

When Toronto Community Housing's staff and tenants were asked for their
recommendations for the 2008-2010 Community Management Plan, mental healith was
a top priority.

it still is. In the dozens of interviews, conversations and meetings leading to this Mental
Health Framework, every tenant and staff member had at least one story about TCH
tenants unable to fulfill their basic tenancy obligations because of a mental illness or
addiction. ‘

This Mental Health Framework is designed to define Toronto Community Housing's role,
grounded firmly in its core function as a landlord. It also includes a three-year plan to
leverage TCHC's considerable strengths, and to collaborate with tenants and community
partners to address systemic service gaps.

The Mental Health Framework is part of the 2008-2010 Community Management Plan's
Social Inclusion Strategy. It also supports — and is supported by over fifteen CMP
outcomes, particularly the Seniors Strategy, Partnership Framework and Community
Standards.(The framework’s linkages with other CMP strategies are described in
Appendix A.)

This framework is informed by interviews with 27 TCH managers and front-line staff; a
review of TCH policies, protocols, and other corporate documents; interviews with 14
key informants from Canada and the US; and a literature review that identified over 200
pertinent publications from the US, Canada, UK, Australia and World Health
Organization. -

The framework is also informed by:

 The Mental Health and Homelessness and Mental Health and Seniors Pilot
Projects. These pilot projects were both led by tenant/staff advisory groups and
engaged over 60 tenants and front-line staff

e Forums and meetings with TCH staff, the Anti—Ainém Committee, Housing
Connections, consumer/survivor initiatives; supportive housing providers, and
potential crisis intervention partners

e An analysis of TCH operations data.

The focus of the work

The concept of “mental health” is exceedingly broad. According to the World Health
Organization, mental health is “a state of well-being in which the individual realizes his or
her own potential, can cope with the normal stresses of life, can work productively and
fruitfully, and is able to make a contribution to his or her own community.”

The Community Management Plan already contains many initiatives that promote
mental health. This framework is designed to fill a specific gap. It focuses on:



tenants whose mental health is impaired in a way that affects them as
tenants and neighbours. This impairment could be caused by either a
mental illness or an addiction.

Toronto Community Housing’s Mental Health Role

My advice to TCH is “BE a landliord.” Then talk to agencies like ours
about providing supports.”
Support agency

The Mental Health Commission of Canada has named stable housing as one of the
social determinants of mental health. It is also the cornerstone of any mental health
effort, without which any other mental health intervention will fail. In other words, Toronto
Community Housing can make a major contribution to the mental health sector, and the
health of its tenants, simply by being a good landlord.

Therefore, the recommended mental health role for Toronto Community Housing is
firmly rooted in its mandate as a social housing landlord: to provide affordable housing to
low and moderate income households and to create community conditions that minimize
risk and promote resiliency. It includes three functions:

e To accommodate people with mental illness — a legal obligation under the
Ontario Human Rights Code.

» To support successful tenancies, as defined by the Residential Tenancies Act
e Tofoster an environment that promotes recovery and health.

These three functions are consistent with the funding Toronto Community Housing
receives as a social housing provider, the capacity of its staff, and the expectations of its
tenants. They are also the functions that no other organization can provide on Toronto
Community Housing’s behalf.

However, there are many essential services that other organizations can provide. The
diagram on the following page provides a high-level overview of the mental health and
addictions sectors and the services and supports Toronto Community Housing and its
tenants should expect to receive. These services are all publicly-funded to serve Toronto
residents. Admittedly, accessing these services can be challenging; they are fragmented
and not funded to a level that allows them to meet what is a very significant demand.
However there are opportunities to improve TCH tenants' access to them. This
framework includes a number of recommendations to make the most of the available
services and to enhance these services.

| Equally important are the informal networks tenants bring with them: family, friends,
neighbours, and other social connections within and outside their buildings. For many
tenants these supports will be as, or more, important than mental health services.

We also cannot ignore the many organizations that may have no formal mental health
mandate, but can be crucial to well-being. These can include workplaces, faith groups,
social and recreation programs, clubs, drop-ins, public libraries, coffee shops — in fact,
any place people can find friendship, purpose or fun.



Enhancing social connections within Toronto Community Housing's buildings is a crucial
part of the Mental Health framework. The framework also recommends some ways to
enhance linkages with family, friends and neighbourhood organizations.

Overview of the mental health and addictions sectors and example of their

services
Mental health and addiction services available to tenants
(examples)
information Outreach, engagement, Emergency and crisis  Primary care intensive case
& referral initial assessment & response - Family management
211 care planning - Police/EMS physicians - Community mental
- CONNEX -Street outreach - Emergency Departments - Community heaith and addiction
Ontario - Addiction assessment - Crisis Teams (community and  Heaith Centres agencies
-CCAC police/hospital)
- Public Health . Community treatment
Family Firstline Sorvipg, & rehabilitation
supports ~ Community mental health
- FAME, SS0, and addiction agencies
MDAO
2 o
Consumer Hospital inpatient &
organizations and - outpatient services
initiatives § 4 - Hospital-based mental
- Sound Times, Fresh health and addiction
Start, the Dream Toronto § rams
Team Community prog
Housing
Social- Assertive
recreational Community
- Social Resource P08 pozgepeds Treatment Teams
Centre
Educational/ Housing & Specialized Residential Specialized Outpatient
vocationat support {npatient Services Treatment & Mobile Outreach
- George Brown College -CAMH -Mental heaith - Geriafric teams
- Progress Place - Addictions

Toronto Community Housing’s Mental Health Challenge

Toronto Community Housing is home to more people with serious mental illness
than any other organization in Ontario. Based on prevalence rates, adjusted for the
low socio-economic groups TCH houses, seven per cent of TCH tenants — 8,900 adults
— have a mental iliness serious enough to make them eligible for supportive housing."

That is twice as many as live in all Toronto supportive housing combined and 1.3 times
as many as live in all Toronto’s supportive and alternative housing. To give a sense of
scale, it is also more than double last year’s inpatient admissions to the Centre for
Addiction and Mental Health; almost half the number of individuals who visited one of

1 including concurrent disorders; based on prevalence rates for serious mental illness in low income adult
populations (20 years+).



seven downtown emergency rooms because of a mental health or addiction-related
need; and more than 20 times the people who received case management support from
CMHA-Toronto last year.

Yet Toronto Community Housing does not have — and can never have —
individualized supports for tenants who want and need it. At Toronto Community
Housing the staff:tenant ratios are:

¢ One Health Promotion Officer for every 2,166 units

e One Tenant Service Co-ordinator for every 650 units

e One Customer Service Facilitator for every 4,875 units

e One Superintendent or Senior Superintendent for every 222 units.

Supportive housing providers, in contrast, typically have one support staff person —
usually a person with a social work degree — for every 20 to 30 tenants. To achieve
similar staff:tenant ratios, Toronto Community Housing would require 300 additional staff
for the estimated 8,900 tenants with mental iliness at a cost of approximately $18 million
per year. There is no realistic prospect that Toronto Community Housing could raise
funding for this staff, or that the Ministry of Health and Long-Term Care would recognize
Toronto Community Housing as a supportive housing provider.

Nor does Toronto Community Housing have the partnerships with support agencies
needed to support all tenants who need and want support — although many tenants do
receive formal and informal supports through mental health or community agencies, and
many TCH staff have developed informal relationships with local agencies.

The lack of support has not meant that tenants with mental iliness are losing their
homes. In 2008, the TCH eviction rate for cause (non-arrears) was 0.13%. In 2007, it
was 0.14%. This rate is the same or lower than other landlords, including supportive
housing lfandiords. :

It has meant substantial costs to tenants with mental iliness, their neighbburs, fo
staff, and to TCH. Many tenants with mental health issues are enjoying successful
tenancies, getting along well with their neighbours and fulfilling all the obligations under
the lease.

However, the consultations leading to this report also revealed real suffering for
individual tenants and their neighbours. During our consultations we heard about tenants
living with no or inadequate support: isolated, ignored and shunned by their neighbours
and staff; tenants who had committed suicide, who lived in squalour, or whose mental
iliness prevented them from treating physical ailments; and vulnerable tenants whose
units had been taken over by drug dealers and pimps, or became crowded by homeless
- people. We heard about tenants who disturbed and sometimes frightened their
neighbours, whose units had become a health or fire hazard, who threw furniture off
balconies or harassed people entering the building. And we heard about tenant reps
whose mental health issues prevented them from upholding the code of conduct. Many
believed that things were getting worse. '

These incidents are taking a toll on staff. During our consultations we heard from a
superintendent struggling with his own trauma after witnessing a tenant leap from his
balcony to his death; TSCs and HPOs who were afraid of being swallowed up by the
needs of tenants with serious mental health issues; and the receptionists and assistants
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who feel helpless to address the problems of the tenants who arrive at their desk. We
heard from staff who had been abused by tenants, in person, over the phone and via
email. We also heard from many staff who want to “do the right thing,” but feel they are
floundering — uncertain how to begin or what to do.

As a corporation, Toronto Community Housing is also bearing the costs of unsupported
tenants with mental health issues. For example:

¢ Between January 2006 to August 2009 there were 29 incidents clearly caused by
tenants with mental health issues leading to over $1 million in damage -- over
$700,000 unrecoverable through insurance.

Unit inspections in 2008 identified 3,297 units with serious housekeeping
problems — many apparently linked to hoarding or other mental health issue;
1,135 of these had a cockroach infestation.

e The Community Safety Unit responded to 484 mental health-related calls in the
first 6 months of 2009.

» Disability, and particularly mental illness, has become an increasingly common
ground for a complaint to TCH's Human Rights and Equity Office.

The mental health challenge has also damaged Toronto Community Housing’s
reputation. Since mid-2007, in the Toronto Star alone, TCHC has been the subject of at
least 17 negative news stories. These stories featured headlines such as, “Public
housing, private hell,” "Apartment reeked of dying,” and “Doing nothing is doing harm.”
The Toronto Star series also formed the basis for a W-Five program aired on CTV
entitled, “Housing Hell: Our most vulnerable living in deplorable conditions.” Clips from
this program continue to be available online. These negative media reports harm’
TCHC's ability to deliver on its mandate. They can reduce goodwill in the community,
curtail opportunities for enhanced funding and partnerships, and demoralize staff. In
many cases, negative media also stigmatizes tenants, profiling them in ways that don’t
match reality.

A recommended approach

Based on the results of our literature review, external scan and interviews with Toronto
Community Housing staff and tenants, we recommend the following principles to
underpin TCHC's response to its “mental health challenge.”

Make recovery the foundation of the mental health framework. The recovery
movement has become a guiding force within the mental health sector throughout North
America and beyond, informed by a substantial literature. Although there are many
different formulations of “the recovery concept,” some important elements are:

e Hope: the confidence that recovery from mental health is possible.

» Self-determination: enabling the individual to break away from a sense of
helplessness and dependence, to make choices and accept the consequences of
their choices

e Connection — rejoining the social world through friendships, through work, and
through helping others living with mental illness.



Use proven approaches to promoting successful tenancies. There is a growing
body of evidence about the most effective ways to promote housing stability among
people with mental iliness, addictions, or an inability to stay housed in the past. The
elements include:

e The ability to choose one's own housing, de-linked from support

¢ Flexible and intensive supports, based on trusting and respectful relationships
(this support includes regular visits within the home, and the availability of
evening and weekend support)

¢ Collaborations among agencies, particularly between housing and service
providers

e Connections with community services, to help participants get involved in
community activities and be able to contribute to the community

e Social activities, including communal meals
o Stable funding
e Consistent and non-judgmental interactions with housing staff.

Mobilize the power of peer support, by engaging tenants to help each other and
themselves.

Adopt an inclusive approach. The principles of recovery, peer support and eviction
prevention benefit people regardless of diagnosis, race, ethnicity, culture or age.
However, the way these principles are interpreted and practiced will vary among
individuals and groups.

Leverage Toronto Community Housing’s assets, including many of the initiatives
already launched in the Community Management Plan, the availability of vacant, self-
contained units, and under-used common rooms and commercial spaces; a public profile
and the capacity to attract the attention of the City and the media; stable, core funding
and the ability to continue multi-year programs.

Use a wide array of approaches to equip staff to carry out their roles, including
protocols; core training for front-line staff; role clarification; toolkits, team building and
peer support; joint staffftenant education and problem-solving; and hiring practices.

Mental Health Framework
The Mental Health Framework is designed to be:

o Consistent with Toronto Community Housing’s mandate and other Community
Management Plan priorities, and built on the existing staffing structure

¢ Rooted in the key principles of recovery — hope, self-determination and
connection

e Affordable, designed to pay for its direct costs by reducing operating costs.

The Framework recognizes that within TCH's mandate and its role in mental health,
there are six conditions that support recovery. Three involve new systems:

e Toidentify problems and intervene before they become crises,



¢ Increase access to supports, and

o Ensure there is someone to call in a crisis.

Three require new ways to promote the key elements of recovery — hope, self-
determination and connection -- within TCH's existing work.

These six conditions are in turn supported by key enabling strategies to co-ordinate and
fund the implementation of the framework; join with mental health partners to advocate
for additional resources and better services; equip staff and tenants to fulfill their roles,
and monitor the implementation and evaluate its outcomes.

TCHC
mandate

TCHC role
in mental
heaith

Core
strategies

Enabling
strategies

Mental Health Framework — overview

Provide quality housing for low and moderate income households and to create community conditions
that minimize risk and promote resiliency

Three-fold:

1. Accommodate people with disabilities, including people with mental iliness and addictions
2. Promote successful tenancies
3. Foster an environment that supports recovery and health

Early identification and crisis
prevention: Use everyday
management processes and
practices to identify at-risk
tenancies early and establish
supports before crises happen.

Access to supports: Help
tenants who need and want
supportto getit. Rally and
coordinate existing suppoits,
improve partnership agreements
and increase successful referrals.

Someone to call in a crisis:
Ensure tenants and staff know
whom to call when problems
arise — and that when they call,
they get the help they need.

Hope: Inspire hope among
tenants and staff that recovery from
mental ifiness is passible. Make the
promotion of hope and potential for
recovery a defining aspect of TCHC
culture. Share stories and recovery
resources to build hope.

Self-determination: Entrench
opportunities for self-determination,
as an applicant, tenant and tenant
representative or leader through
education and the provision of
opportunities to make meaningful

choices.

Connection: Increase the
opportunities for connection
among tenants, engaging the
power of tenants to help each
other and themselves.

Mental Health Framework .

Internal resources and coordination: nvestin

and align existing resources to drive implementation of the

Advocacy: Rally the mentat health sector to advocate for increased resources and more effective service delivery
for Toronto Community Housing tenants.

promotes recovery and health

Equipping staff and tenants — Equip staff and tenants to fulfill their roles, and foster an environment that

| Monitoring and evaluation — Monitor the implementation of this framework and evaluate outcomes

Recommended strategies

The Framework is supported by 10 recommended strategies — six core strategies and
four enabling strategies. All of the strategies are designed to advance the framework,
and are consistent with the framework and each other. However, they do not depend on
each other to be effective. Each of them, undertaken individually, can contribute to
successful tenancies and healthy communities.




Core strategies

Strategy 1: Early identification and crisis prevention - use everyday management
practices to identify at-risk tenancies and establish supports before crises happen.

Toronto Community Housing’s staff often have the opportunity to spot emerging
problems, simply by carrying out their ordinary property management duties. The
following actions are designed to use these property management routines - showing
the unit to a prospective applicant; the lease-signing meeting; annual rent reviews and
regular unit inspections; an emergency call, and issuing a notice to evict — to identify
problems, offer support, and help prevent small problems from growing into big ones.

Recommended actions:

1.1 Develop and implement a protocol to identify problems and intervene before they
become crises, including obtaining emergency contact information, protocols for
lease-signing, rent review, unit inspection, eviction prevention, crisis and post-crisis
intervention. '

1.2 Form front-line teams to address difficult situations, and increase TCHC staff's
connection to peers outside TCHC.

1.3 Create a resource bank and staff training program to increase the capacitf( of front-
line staff staff to carry out the protocol.

1.4 Review and revise standard forms, letters, data collection and retrieval systems to
support the protocol. Implement system changes to permit easier access to
emergency contact information.

1.5 Fast-track the development of the Eviction Prevention Policy for Non-Arrears,
based on principles and practices developed in the protocol.

1.6 Develop a “recovery checklist” and “language tool” to apply to new TCHC policies,
standard forms and letters.

Strategy 2: Access to supports — help tenants who need and want support to get it

Toronto Community Housing does not provide mental health supports, nor are front-line
staff qualified to make mental health referrals. However, Toronto Community Housing
can rally mental health and addictions partners to support buildings that have become
unhealthy because of a high concentration of tenants with mental health issues. And it
can work with mental health case managers to ensure individual tenants have the
supports they need to maintain successful tenancies.



Recommended actions:

2.1 Convene a Partnership Table comprised of Toronto's leading mental health
organizations. Prepare to work with this table to build the case for collaboration,
partner to support high-need buildings, develop joint funding proposals, improve
and co-ordinate existing services to TCHC tenants, and mount a public campaign
for increased resources. (This action is also a key element of TCHC'’s Mental
Health Advocacy Strategy, described later in this report.)

2.2. Attract partners to support high-need buildings. Select four high-need buildings to
pilot intensive mental health strategies. Establish local tenant-staff steering
committees. Identify strategies. Work with the Partnership Table to support chosen
strategies. Evaluate results, and use findings to build case to support other high-
need buildings.

2.3 Leverage support and referral/support agreements to promote successful
tenancies.

- Establish a point person in each Operating Unit to maintain and nurture
support and support/referral partnerships.

- Create a template support/referral agreement that can be adapted to meet
individual situations.

- Create a database to record, monitor and evaluate referral/support
agreements.

2.4 Reach agreement with the City of Toronto to continue Streets to Homes support for
clients who need and want support.

Strategy 3: Someone to call in a crisis — ensure tenants and staff know whom to
call when problems arise

Both Toronto Community Housing staff and tenants often feel ill-equipped to handie a
mental health issue in their building. They need someone who can give them practical
advice, and is willing and qualified to speak directly to the person in need of help and
refer them to the most appropriate services.

There are organizations that specialize in this work. The following recommended actions
will help Toronto Community Housing staff and tenants take full advantage of these
services.

Recommended actions:

3.1 Create formal partnerships with community mental health crisis response services.
Conduct an information campaign to help tenants help themselves or their
neighbours who are unwell.

3.2 Work with ONPHA to clarify the application of privacy laws, and incorporate
findings into TCHC practices.

Strategy 4: Hope — inspire hope among tenants and staff that recovery from
mental iliness is possible

The cornerstone of mental health recovery is hope — the belief that recovery from mental
iliness is possible. For the individual, hope involves accepting there is a problem,
committing to change, focusing on strengths, rather than the possibility of failure; looking
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forward rather than dwelling on the past, celebrating small steps rather than expecting
seismic shifts in a short time; and cultivating optimism. '

For an organization such as Toronto Community Housing, hope can mean telling and
sharing recovery stories, inviting both staff and tenants to “come out of the closet,” and
incorporating recovery concepts into staff and tenant education, with consumer/survivors
taking a lead role.

Recommended actions:

4.1 Create and equip a Speaker's Bureau comprised of Toronto Community Housing
tenants and front-fine staff with recovery stories.

4.2 Compile a Recovery Resource Collection of speakers, trainers, videos, curricula,
websites and written materials on InSite and TCHC's external website.

4.3 Develop an internal and external communications strategy to tell “mental health
success stories” and to launch and report progress on the workplan.

Strategy 5: Self-determination — entrench opportunities for self-determination, as
an applicant, tenant and tenant representative or leader :

Self-determination is the second pillar of recovery. For the individual, self-determination
calls for a break from a lack of control, sense of helplessness and dependence. It means
autonomy, knowledge, self-confidence and the availability of meaningful choices. It also
means a willingness to take responsibility for one’s self and accept the consequences of
one's choices.

Toronto Community Housing already has a strong commitment to human rights,
entrenched in policy and implemented through its Human Rights and Equity Office.
However, the concept of “duty to accommodate” — an important part of the Ontario
Human Rights Code — has been a source of some confusion among front-line staff and
tenant reps. The following recommended actions are designed to make the “duty to
accommodate” concept meaningful, so that applicants, tenants and tenant reps can
articulate their needs, and accommodations can be made without waiting for something
to go wrong. They are also designed to emphasize the responsibilities of Toronto
Community Housing to offer supports, and the responsibilities of tenants who refuse
supports to accept the consequences of their choices.

Recommended actions:

5.1 Develop and implement a strategy to ensure all Housing Connections applicants
are able to exercise their right to accommodation.

5.2 Build opportunities to request accommodations into unit offer, lease-signing,
annual rent review and eviction prevention protocols.

5.3 Apply “duty to accommodate” principles to tenant representative positions.

Strategy 6: Connection - increase opportunities for connection among tenants,
engaging the power of tenants to help each other and themselves

The third pillar of recovery is connection. For the individual, it means rejoining the social
world through friendships, through work, and through helping others with mental illness.
At Toronto Community Housing, it could mean equipping tenants to help their
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neighbours, increasing opportunities for tenants to build connections with each other,
and facilitating connections with neighbourhood activities.

Toronto Community Housing already offers many opportunities for community
engagement. The following recommended actions are designed to build on and enhance
this work.

Recommended actions:

6.1 Adopt the principles of the Social Investment Fund to increase peer support
opportunities. Create a fund to allow up to 10 new mental health projects over
three years. Review successes, with a view to attracting funding for additional peer
support opportunities. :

6.2 Increase tenant leadership in existing community partnerships.

6.3 Develop and implement strategies to facilitate tenants’ connection with
neighbourhood activities

6.4 Use regularly scheduled program evaluations to evaluate policies that could deter
community services on TCHC properties.

Enabling strategies

Strategy 7: Internal resources and coordination — invest in new and align existing
resources to drive implementation of the Mental Health Framework

A draft three-year workplan has been submitted to staff to launch the strategies
recommended in this report. These strategies are wide-reaching, involving all front-fine
staff and most head office units. It will therefore require active co-ordination and a
sustained vision to drive the strategies and ensure it is not lost among competing
commitments.

The strategies and corresponding workplan will also need sustained resources. As part
of our work, we have estimated some of the costs associated with the proposed three-
year workplan. Toronto Community Housing staff are now assessing other internal
costs. Some of the recommended actions, however — the strategy for high-need
buildings in particular — will extend well beyond the three-year workplan and require new
funding sources. Even strategies that are scheduled for completion in the next year will
require updating over time.

Recommended actions:

7.1 Create a new, permanent position — the Manager, Mental Health — to drive and co-
ordinate implementation of the mental health workplan. Allocate administrative
support for this position.

7.2 Establish a Toronto Community Housing mental health budget to fund the
strategies recommended in this framework.

Strategy 8: Advocacy — rally the mental health sector to advocate for increased
resources and more effective service delivery for Toronto Community Housing
tenants
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Recommended action # 2.1 calls for a Mental Health Partnership Table, comprised of
fifteen of Toronto’s leading mental health organizations. The purpose of this table would
be to:

= Position TCHC as a key mental health and addiction player, housing more
people with serious mental illness and concurrent disorders (mental health plus
substance use problems) than any other organization

¢ Facilitate strategic partnerships for the mutual benefit of TCHC tenants and
mental health and addiction clients

* To advocate for increased resources to serve un- and under-served TCHC
tenants.

Although it is premature to direct the work of this table, TCHC should be prepared to
help support such activities as data collection, partnerships with individual agencies, joint
proposals for funding, improved co-ordination of services, developing a public campaign,
and developing relationships with the LHINs, and co-ordinating activities with TCHC's
Seniors Strategy and other TCHC initiatives.

Recommended action:

8.1 Establish a Mental Health Advocacy Strategy, in conjunction with the Mental Health
Partnership Table, as part of Toronto Community Housing's overall advocacy
strategy.

Strategy 9: Equipping staff and tenants — equip staff and tenants to fulfill their
roles, and foster an environment that promotes recovery and health

The success of this framework depends on staff who understand their role and are
equipped to fulfill this role. There is also a hunger among staff to understand more about
mental illness. In the consultations leading up to this report, staff repeatedly requested
more fraining on preventing and de-escalating crises, mental health supports, duty to
accommodate, and other mental health related topics. Beyond conventional skills
training, we heard from labour representatives, managers and tenants about the need
for an “attitude shift” that would yield more respect for tenants generally and tenants with
mental illness in particular.

Recommended actions:

9.1 Establish an education and training program for all front-line staff, including
awareness building workshops, core training to fulfill job responsibilities and team
building and information sharing in each Operating Unit. Ensure contract
management staff undertake similar training, and have access to the same
facilitators, speakers, videos and written resources as TCHC staff.

9.2 Use existing communication vehicles to provide mental health information to
tenants. Create opportunities for joint tenant/staff education.

9.3 Clarify job responsibilities for each front-line staff position.

8.4 Recognize an understanding and experience of mental health and addiction issues
- as a valued asset when making recruitment, hiring and placement decisions.

Strategy 10: Monitoring and evaluation — monitor the implementation of this
framework and evaluate outcomes
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Monitoring, evaluation and research are essential parts of the Mental Health Framework.
Systems are needed to monitor activities to ensure the workplan is being put into action.
More importantly, Toronto Community Housing needs to measure outcomes to test
whether the implementation of the workplan is showing results, and whether the
investment in high-need buildings is paying off.

In some cases, these measures can be tracked through Toronto Community Housing’s
existing data collection system. There is also an opportunity to invite external
researchers to evaluate the strategies used in high need buildings. This research could
inform TCH'’s own work, attract resources for future interventions, and benefit non-profit
and private landlords housing large numbers of tenants with mental health issues.

Recommended actions:

10.1 Develop a focused set of process-related performance indicators to monitor the
implementation of the Mental Health Framework.

10.2 Evaluate the impact of the Mental Health Framework implementation on successful
tenancies and healthy communities.

10.3 Invite external researchers to evaluate the results of TCHC's intervention in high-
need buildings.

What success looks like

The aim of the Mental Health Framework is to promote successful tenancies and foster
healthy communities. We will know the strategies are working if: :

e Applicants can identify and address any possible obstacles to housing success
before they move in, or before problems arise

e Tenants who want and need individualized supports to keep their housing can
get them

e Tenants with mental iliness and addictions are fully included in, and contribute to,
the life of the building

» Staff have the skills and confidence to intervene quickly to resolve tenancy
problems — rather than allowing breaches of the lease to turn into damaged units
or conflict with neighbours

e Toronto Community Housing has positioned itself within the mental health sector,
poised to secure partnerships and resources to meet the needs of its tenants.
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Conclusion

Toronto Community Housing’s mental health challenges are serious ones. They are
jeopardizing the health and well-being of its tenants, its staff and its reputation. But they
are not insurmountable. And Toronto Community Housing has a notable history of
tackling and overcoming difficult situations. For example, Toronto Community Housing's
response to another vulnerable population — under-served and at-risk youth — has
yielded a substantial redeployment of resources, new practices, and a wide array of
partnerships.

Like the “youth challenge,” Toronto Community Housing’s mental heaith challenge is a
complex issue, both for the individuals involved, and for the organization. It does not
lend itself to quick solutions or reliable recipes. It will require:

* A coherent approach, understood by both tenants and staff
e A deepened connection with existing partners and outreach to potential partners
* Alasting investment of both staff time and money.

This framework is the start.
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Appendix A: Community Management Plan Linkages

Mental Health
Framework
recommendation

Strategies that
promote early
identification and
crisis prevention

 Links with the

CMP. ..

Pest control program

“To capitalize on alignment ...

Use protocol to identify support contact to help tenants
control pests

Repair and
cleanliness program

Use unit inspections to identify support needs

Service improvement
program

Ensure protocol integrated into TSC training, checklists,
forms, etc.

Tenancy
management system

Ensure easy access to tenants’ emergency contact
information, tenancy histories, etc.

Equitable service

Ensure contract management staff are equipped to
implement the protocol

Safer communities

Equip CSU staff with training in Mental Health Act

Community
standards

Ensuring Eviction Prevention Policy for Non-Arrears is
compatible with community standards; patticipate in year
one evaluation

Organizational

Equip all front-line staff to carry out protacol through front-

capacity line teams; training; and employee orientation
Employment Recognize experience and understanding of mental heaith
practices issues in placing some front-line staff
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Mental Health  Links with the
Framework . = CMP... °
recommendation ’

Strategies that ensure | Safer communities
there is someone to
call in a crisis

' To capitalize on alignment ...

Strengthen partnerships with mental health crisis response
services; ensure tenants know who to call in a mental
health crisis

Partnership
Framework

Strategies that Accessibility

Develop MOU with mental health crisis response services

Communicate regularly to ensure alignment

promote self-

determination Tenant Patticipation

System

Ensure acconimodation principles incorporated into tenant
rep, candidate and voter information; share HPOs' best
practices to accommodate tenant reps with mental health
issues

Create mental health and harm reduction Social Justice
groups

Human Rights and
Equity

Co-operate on staff and joint staff/tenant education

Enabling strategies Research and
evaluation
frameworks

Use evolving Evaluation Framework to inform the
evaluation of this initiative
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Toronto Community Housing’s role

Toronto Community Housing recognizes that being a social housing provider means
more than providing affordable housing. It means creating safe and healthy communities
where every tenant has the opportunity to reach their full potential.

Toronto Community Housing is committed to promoting successful tenancies for tenants
living with mental illness, substance use, varying physical and intellectual abilities. To
date we have invested significant resources towards achieving this goal. Regrettably,
many tenancies fail, especially in situations of tenant crisis. Clearly, there is more to do.

Toronto Community Housing’s vision is that every tenant enjoys good health, living in a
safe and healthy community where tenants with mental illnesses and addictions are
welcomed, supported and able to participate in civic life.

Simply by being a good landlord, Toronto Community Housing has an important
contribution to make to the well-being of tenants who become vulnerable. The Canadian
Mental Health Commission states that safe, stable, affordable housing is one of the key
determinants of mental health. Research also shows that respectful, trusting relationships
do more to promote successful tenancies than any other factor.

Being a good landlord also means knowing when to reach out to community partners.
Tapping into their expertise and services is key to supporting our tenants who find
themselves in difficult situations.

This protocol offers guidance for front-line staff to help them meet Toronto Community
Housing’s three-fold mandate:

e To accommodate people with disabilities, including people with mental illness or
addictions. This is the legal obligation of all Ontario landlords under the Ontario
Human Rights Code.

o To promote successful tenancies as defined by the Residential Tenancies Act.

o To foster an environment that promotes recovery and health — one that fosters
hope, self-determination, and connection with the ordinary world of friends,
family and work.

This does not mean Toronto Community Housing is a supportive housing provider.
Although there are a few examples of supportive housing within our buildings, tenants
are generally expected to live independently with external supports.

Nor does it mean that staff are expected to be social workers or offer mental health
supports. It does mean staff are respectful and trustworthy in all their dealings, and
uphold the principles in this protocol.



This protocol informs, or is informed by, such initiatives as Toronto Community
Housing’s: '

Community Health Framework

Community Standards

Eviction Prevention Protocols

Internal Transfer policy

Senior’s Strategy

The Report on the Homelessness/Mental Health Pilot entitled “Al the Way
Home: The Road to Recovery”



Toronto Community Housing
“When a tenant becomes vulnerable” protocol

When is a tenant vulnerable?

For the purposes of this protocol, a vulnerable tenant is one who is having difficulties
coping with the activities of daily living or meeting their obligations as tenant:

because of a physical disability, mental illness, cognitive impairment, frailty or
substance abuse. . .

and
does not have the support they need to maintain their health or housing. This

support can take many forms: a supportive neighbour, a caring friend, a
supportive housing worker, case manager, etc.

Poverty, trauma, stigma, and institutional and systemic oppression also increase
vulnerability and create barriers to accessing crucial supports.

Why Toronto Community Housing needs this protocol:

About 7% of Toronto Community Housing’s residents — adults, youth and
children — have a serious mental illness. That means about 8900 adults with
signed leases have a mental illness serious enough to be eligible for supportive
housing. About 1/3 of these tenants are likely to mis-use substances.

Almost 45,000 of Toronto Community Housing’s residents are under the age of
25. In Ontario, youth between the ages of 16 to 24 are three times more likely to
bave substance use issues and experience mood disorders such as depression and
anxiety.

In the 2008 Tenant Survey, 28% of tenants reported a physical disability,
including impairments to mobility, hearing or sight, or invisible disabilities such
as a brain injury, chronic pain or organ complications.

39% of households have at least one senior — a total of 25,392 seniors. Of these,
71 per cent live alone, and 74 per cent are women. Being a senior in itself does
not make one vulnerable, but it does put one at greater risk of becoming
vulnerable. ‘



Principles

Tenants with mental illness, or any other disability, have the same rights as
everyone else. That includes the right to speak for themselves, to make their own
choices, and to accept the consequences of their choices.

Toronto Community Housing has a “duty to accommodate” tenants with
disabilities, including mental illness. That means:

o tenants have the right to request support or other accommodations they
need to meet their obligations under the lease

o Toronto Community Housing must work with the tenant to find practical
ways to meet these needs ,

o the measure of a good approach is the extent it promotes the dignity of the
tenant and their inclusion in the community.

It does not mean Toronto Community Housing staff need to determine whether a
person has a mental illness or not. Staff should not ask tenants if they have a
mental illness, addiction or other disability. They should not ask about diagnoses,
medication or any other personal matter. They only need to know the changes that
need to be made, or the problem that needs to be solved, for the tenant to live
successfully in their unit.

Nor does it mean that staff should lower their expectations of tenants with mental
illness. Everyone has the same basic obligations under their lease. The purpose of
the accommodation is to ensure tenants with mental illness can meet those
obligations.

Toronto Community Housing’s goal is to promote successful tenancies. Eviction
is always a last resort, used only when all other strategies fail. However, the
eviction process can be a useful way to prompt tenants to seek help to become
successful tenants, or to prompt agencies to step forward.

Toronto Community Housing cannot force a tenant to accept help or work to
resolve problems. Staff can explain that tenants have the right to ask for help, and
that most people need help at some time in their life. Staff car also tell the tenant
the consequences of their actions.

The staff’s respectful, courteous problem-solving attitude is the most important
part of this protocol. There are many ways to express this attitude, such as

_offering words of encouragement or acknowledging a tenant’s strengths or

attempts to improve.

Staff must never label someone or make assumptions about a person’s abilities.



A word about privacy

Tenants have the right to privacy. Staff must not reveal a tenant’s personal information
without the tenant’s written permission unless the tenant’s life, or the life of others, is at
risk.

That means it is crucial to obtain Emergency Contact information from each tenant, and
obtain the tenant’s written agreement about when the emergency contact may be called.

e Staff should call the Emergency Contact if they believe the life or safety of the
tenant or others is at risk. Risks include suicide, other self-harm, threats to others,
or a noticeable decline in health. If there is no Emergency Contact, and it is not a
911 emergency, seek the advice of a public health nurse or crisis line. It is better
to risk a complaint about breaching confidentiality than to risk a death or injury
by failing to act.

e Ifatenancy is at risk, staff should obtain the tenant’s verbal permission to call the
Emergency Contact. If there is no Emergency Contact, then the staff should
discuss with the tenant who might be appropriate to call, and gain written
permission to make the call. If the tenant refuses to name a contact person, the
staff person should follow the steps in Intervention 1: When a tenancy is at risk.

o If staff suspect a tenant has died in the unit, staff should call the police and ask an
officer to accompany them into the unit.

Conlfidentiality will inevitably be compromised when a tenant’s behavior or a crisis has
affected an entire community. Seck your supervisor’s advice if you are unsure how to
proceed. In general, it is appropriate to reveal publicly available information that affects
witnesses and neighbours, such as:
o The fact a tenant has died
e The fact that a tenant has been taken to hospital
* Any steps Toronto Community Housing or the police are taking to protect tenants
or the building
* Any opportunities for witnesses or other affected tenants to de-brief or receive
counseling.



Staff roles:
It’'s a team approach!

Everyone has a role to play in supporting successful tenancies — but not every role is the
same. This section highlights the contribution each position can make, and how staff can
work together as a team.

The staff roles listed below are neither exhaustive nor rigid. F lexibility is an important
part of working together as a team. Before we talk about individual roles, a bit about the
type of team work that makes the roles effective

Some elements of Good Team Conferencing:

Whoever identifies the issue initiates the team meeting

A team lead is identified (ie. Super, TSC, HPO)
Everybody is allowed to share their perspectives and ideas
Important information is shared

Agreement is reached on next steps before leaving

Some questions for the team to consider:
® Are there supports and what supports have already been tried?
e s there any information in the tenant file that can assist?
¢ What’s the history of the problem?
e Who knows the tenant the best?



Operating Unit Team
and Functions:

ie. Identifying,
referring, monitoring,
documenting,
escalating

Community Health
Teams and Functions:
ie. Gamnering resources,
convening, networking,
advising,

Functions:

report

Problem Solving Team Conferencing Sharing skills
Maximizing each role

Integrated and Comprehensive Team Approach

- =

Individual roles

The tenant’s role: uphold the lease, ask for help
e Fulfill their obligations as set out in their lease and the Community Standards
e Inform staff (the Superintendant, Tenant Services Co-ordinator, or Customer
Service Facilitator) if they need help to meet these obligations
Uphold any verbal or written agreements
Work towards their own recovery

The neighbour’s role: observe and respect
e Tell any staff person if they are worried about their neighbour
e Treat all their neighbours — including neighbours with mental illness -- as they
would like to be treated themselves

The Superintendent’s role: identify, informally approach, problem-solve, monitor
e Work with tenants to solve tenancy-related problems
e Document all observations and informal agreements with the tenant
¢ Follow up with the TSC or other appropriate staff
e Engage with tenant community-as appropriate

The Tenant Services Co-ordinator’s role: meet, problem-solve, document
* Meet formally with the tenant when a tenancy is at risk
e Co-ordinate with other relevant supports (when necessary)
e Work with tenants, support workers and tenant’s emergency contact to resolve the
issue(s) .
e Process all documentation and legal notices
e Maintain history within file

Community Safety
Unit Team and

ie. Respond, observe,




The Health Promotion Officer: advise, co-ordinate, assist

¢ Provide advice and support to front-line staff upon request on problem
identification and accommodation strategies
Maintain connections with local community supports

o Co-ordinate and strengthen opportunities for peer support and education for
tenants

* Monitor building trends and develops community based strategies
Assist in complex or high profile cases

Youth Engagement Co-ordinators: advise, coordinate, assist
e Provide advice to front-line staff upon request on problem identification and
accommodation strategies
Maintain connections with local community supports
Co-ordinate and strengthen opportunities for peer support and education for
tenants

The Customer Services Facilitator’s role: engage, de-escalate, mediate
Engage with tenants within the operating unit

Use encounters with tenants to de-escalate anger

Help to resolve conflicts between tenants, or between TCH and the tenant
Keep the TSC and Superintendent informed when follow-up is needed
Liaise with health promotion officer re: trends and community updates

The Custodial Maintenance Person or cleaner: observe and document
Talk to the superintendent about what you see or hear

Document any housing specific issues

Treat every tenant in accordance with TCH’s staff conduct policy
Engage with tenant community as appropriate

The Community Safety Unit Staff (Special Constable): respond, observe, report
¢ Respond to crises; issue form under the Mental Health Act if necessary as a
Special Constable »
e Observe and document intervention
¢ Relay housing specific incidents to operating unit staff for follow-up
¢ Reinforce the consequences of behaviour that breaches the lease

The Community Safety Promotion Officer: advise, co-ordinate, assist
e Work with the HPO as needed on safety-related strategies
* Provide guidance and expertise on community safety, including stakeholder
relations, partnership development, and tenant engagement

Community Housing Supervisor and Operating Unit Manager: oversee, equip, assist

¢ Oversee processes and provides guidance when necessary
¢ Promote team approach, taking on the role of team leader where required
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‘e Support staff, including opportunities to debrief after a crisis
¢ Assist in complex or high profile cases

Community Health Managers: oversee, equip and assist
* Monitor broad trends and develops effective community health strategies
¢ Manage local partnerships and involvement in portfolio-wide coalitions
e Oversee, equip and assist community health team
» Liaise between TCH and outside resources, coalitions and other units of TCH

Contract Management Companies: nmeet all property management obligations
e Uphold Toronto Community Housing’s 3 fold mandate: to accommodate, to
promote successful tenancies and assist in fostering an environment that promotes
health and recovery
* Note: Most of the functions related to the superintendent and tenant service co-
ordinator are found within the position of property manager or their delegate.

Toronto Police Services or Toronto Fire Services: assess and assist
¢ Identify and assist when a person is a potential threat to themselves or others

External Support Agency: relate, empower, communicate
e Builds trust relationship with their client
¢ Equip their clients to resolve problems, advocating on their behalf when necessary
e Communicate with TCH staff when tenancy is at risk

A note about Housing Support Workers

Support workers and TCH staff can work together to help tenants keep their homes.
Support workers should be invited to attend the lease-signing with their client, and to
discuss how the tenant, TCH staff and support worker will communicate with each other.
Support workers should also be invited to attend any meeting that could affect the
tenancy of their client.

It’s the support worker’s job to earn the trust of their client and where necessary,
advocate on their behalf. That means they cannot be seen to be siding with the landlord
against their own client. However, when you firmly explain to a tenant the consequences
their actions, you are paving the way for the support worker to work with their client to
resolve the problem putting the tenancy at risk.
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Head Office Supports

The Operating Unit is supported by a number of head office units and positions.
Operating Unit Supervisors or Managers have current head office staff lists, and can
confirm which unit or position should be contacted.

Legal Services Unit

provides pro-active RTA training and ongoing support to operating unit staff to establish
and maintain safe and healthy communities.

Community Practice Unit

Ensures Community Management Plan initiatives are implemented and
incorporated into day-to-day front-line staff functions using an integrated team
approach

Plans, problem-solves, and shares better practices or strategies so they are
consistently practiced across the portfolio

Identifies gaps in policy, operational and/or frontline supports, and development
recommendations for improvements

Human Rights Unit
¢ Promotes a human rights lens when dealing with staff and tenants
¢ Engages in resolution of all human rights/harassment issues and complaints
* Mentors and coaches staff and tenant reps./leaders on promoting human rights
s Provides oversight in matters of ‘accommodation’

Manager of Social Inclusion

Develops strategies and protocols to address barriers to participation within TCH
communities '

Promotes equitable access to services for vulnerable tenants

Support a tenant committee that promotes accessibility and accommodation
within TCH communities

Manager of Partnerships

Connects with operational staff to identify partnership opportunities for
vulnerable tenants

Connects head office supports to the community

Evaluates the impact of partnerships on the community

12



Intervention Protocol #1
When a tenancy is at risk

When to use this protocol

Use this protocol when the tenant appears to violating their obligations under the lease:
Lease violations include such things as:
¢ Damaging building or unit
* Unclean to the point of creating a health or fire hazard, bothering neighbours, or
bringing vermin or pests into the building
Repeatedly disturbing neighbours
Unit taken over by non-tenants
Illegal acts that affect other tenants or the character of the building.

They do not include:
e Behaving or dressing oddly
* Annoying neighbours, but not in a way that undermines the quiet enjoyment of
their home
Poor housekeeping that is not a fire or health hazard
Behavior prompted simply by anger or frustration.

The overall approach:

 The policy of TCHC is to avoid eviction as much as possible while maintaining
safe and healthy communities. Using the Residential Tenancies Act can help
tenants identify behaviour that violates the lease, the consequences of continuing
this behaviour, and the help they need to fulfil their obligations. It can also help
to trigger outside community supports to avoid eviction.

Here is what the process looks like:

13



Intervention protocol for at-risk tenancies -

schematic

Property managoment process F“*‘-
First confach » 5 spprontion
i 4 Wity RTA.n0t(ce . MMadizeo
problem-anting ¥ s % e e
‘ gt whrdlng  leied Tebinal ”ljﬂ>

Provision of wppmt

g taian of WippoTt ts MR et
« Vorioys sterlegicn stompied 35 process moves fatward >
+  Monkaring

Resolution

Toronto Community Housing’s role is to lay out the consequences and timelines
for a tenant to change behaviour that violates the lease, and provide appropriate
accommodation when asked for and appropriate.

At each step in the escalating process, staff should always encourage tenants to
access support, including their emergency contact, other friends and family,
doctor, support worker, or community agencies.

Staff should not expect that the problem will go away due to a referral. Tenants
always have the right to refuse support or decide what support should look like.
Monitoring and follow-up by staff is important.

All deadlines should be negotiated with the tenant. Deadlines are also affected by
the impact of the behaviour on the unit or the community, and its frequency and
behavior. Once deadlines have been agreed-to, follow-up in crucial to a successful

outcome.

After every encounter with the tenant, staff must document in Easy Trac:

o the date of the meeting,

o the supports offered and whether tenant refused the support,
o any agreements with the tenant

o the date of the next scheduled follow-up.

If any situation is endangering staff, the tenant or neighbours, call 911.

Staff should contact their supervisor if they encounter a situation they cannot
handle, or have found distressing.
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Intervention steps

e The Superintendent and the Tenant Services Co-ordinator work together to
identify the problem and co-ordinate the resolution of breaches of the lease.
Typically the Super takes on the monitoring role and interacts more frequently
with the tenant while the TSC co-ordinates the overall process and maintains the
file. It’s important that other team members recognize and support their crucial

front-line roles.

e Other staff may be involved. A flexible team approach is the essence of an
effective response. The community safety staff can reinforce messages after
office hours. The HPO acts as a resource on effective accommodation strategies,
partners and community organizations that might support the tenant. The
Supervisor or manager oversees and provides a supportive role, and can play a
more in-depth role in complex or high profile cases TCH’s legal unit can offer
advice on how to create legal notices.

e If the tenant has a support agreement with an agency, the support worker should
be contacted as soon as a breach arises, and be invited to all meetings with the
tenant. (It is important to have a Consent to Disclose form filled in.)

Action

Person responsible

Others involved

First contact — problem-solving
- meeting

Superintendent

concemed neighbours,
outside supports (ie. Agency
staff), Tenant Service
Coordinator

Written warning

Tenant Service Co-ordinato;

Super, Health Promotion
Officer, Youth Engagement
Coordinator, Outside

supports

RTA notice issued Tenant Service Co-ordinator Legal, outside supports

Application to the Tribunal Tenant Service Co-ordinator Legal,

Mediated settlement Legal Support Tenant Service Co-
ordinator, OUM or
Supervisor

Order to evict Legal support OUM or Supervisor

1. First contact — Superintendent leads problem-solving meeting

1. Visit the tenant. Go in pairs if you have any concern about your safety or ability
to handle the situation effectively (refer to Hazardous Workplace protocol).
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2. Explain the behavior that could lead to eviction, and what the tenant will need to
do to fix the problem. Be specific.

3. Ask the tenant whether they think they might need help to fix the problem. If they
say yes, ask if they have someone they can call. You can also:

a.

b.

™o o

Offer to call their emergency contact, or another person they name, on
their behalf

Offer to meet with them and someone of their choice to resolve the
problem

Ask whether they have been in a similar situation in the past, and what
they found most helpful

Discuss how long they might need to fix the problem

Discuss other suggestions raised by the tenant

Provide information on legal clinics, community health centres, local
agencies or other organizations that have helped tenants in similar
situations

4. Explain when you will come back to check whether the problem has been fixed,
and explain how to contact you if they need help before then.

5. Document the conversation on Easy Trac noting specifically the breaches of the
lease. For example a tenant has a right to live in ‘squalor’ until it becomes a life
safety or public health issue. Avoid using descriptors like “abusive, messy,
delusional, paranoid”. Document only what you see and hear.

If...

- If you think the tenant has not understood you, or the consequences of their actions,
offer to put them in touch with their emergency contact or a local agency. Make the
call with them. It is not enough just to give them a phone number.

- If the tenant refuses to answer the door, you may phone to make an appointment on
another day, or give 24-hour written notice to enter.

- If the tenant is abusive, or tells you to leave, leave immediately. You can later arrange
to come back with a partner.

- If you are worried the tenant might endanger you, themselves or others, or is clearly
ill, call 911. :

If you need to debrief, talk to your supervisor.

If you need advice on handling the issue (before or after the first meeting) contact

your supervisor or the HPO.
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. Check-in (Superintendent leads)

. Visit the tenant on the date you agreed. If the tenant has made the agreed-to
changes, thank them for their quick work. Ask them what they found to be the key
to success — that information could be valuable if the issue recurs. Document the
outcome on Easy Track.

. If the tenant has made progress, but is still in violation of the lease, note what has
been accomplished. Repeat the standard the tenant needs to meet. Offer support
(see above). Set a date for the next check-in. Document the outcome on Easy
Track.

. If the tenant has not made any changes, repeat the standard the tenant needs to
meet. Ask what they have found to be stopping them from fixing the problem.
Offer to call the emergency contact, public health, or another support.
Communicate with TSC to request a written warning. Document on Easy Track.

. Written warning (TSC leads)

. Review the EasyTrac information on this tenant and discuss next steps with the
Superintendent.

. Issue a warning letter:

a. Name the specific violation of the lease

b. Describe what the tenant must do to fix the violation and keep their home.
Give a deadline when the superintendent will visit to ensure changes are
made

c. Repeat offers of support

d. Attach contact information for any supports mentioned in the letter.

e. Explain consequences of not taking action

. Deliver the letter in person, if possible. Offer to go over the letter to ensure the
tenant understands. Repeat offers of support. If you cannot meet in person, deliver
letter and leave phone message that you are available to discuss the letter.

. Explain that you will be working with the TSC, who will be following up on the
warning letter, .

. Preparing to issue an RTA notice (TSC leads)

.. On the date cited in the warning letter, visit the tenant. If the violation has been
resolved, document the outcome. Recap for tenants the successful steps they took
to keep their home. Encourage the tenant to remember these steps, or to ask for
help, if they find the problem arising again.
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2. If the violation has not been resolved, discuss the steps the tenant must take to
keep their home, and the next steps TCHC will take if they do not take these
steps.

3. Inform the tenant you will be calling their emergency contact because their
tenancy is at risk. Ask tenant what is preventing them for using offered supports,
and address these obstacles if you can.

a. If the tenant does not think any of the offered supports are suitable, contact
the HPO for suggestions. ,

b. Ifthe tenant does not agree there is a problem, offer to invite by-law
enforcement (public health or fire inspector) to inspect the unit.

c. Ifthe tenant thinks you are being unfair, emphasize that this is an issue of
public health and safety. It’s your job to protect everyone in the building.

. I’s the tenant’s job to live up to their lease.

d. Always focus on positive, practical steps the tenant can take to keep their

home, not on any illness you may perceive.

4. Call the emergency contact. Tell them the tenant knows you are making this call.
Encourage them to contact the tenant. Explain the steps the tenant needs to take to
keep their housing. Ask them to call you after they have talked to the tenant to
discuss how they might be able to help.

5. If you believe there is new hope for a resolution, do not continue the RTA
process. Instead, return to the tenant (ideally with the emergency contact or
support person). Create a simple written agreement that outlines:

The steps the tenant will take

The deadline

How TCHC staff will communicate with the support person

The tenant’s signature agreeing to the plan, and consent for TCHC staff to
contact their support person.

oo

6. If youdo not expect the situation to change, issue the appropriate RTA notice.
The cover letter should describe the housing issue, and repeat the offer of support.
Attach contact information for the nearest legal clinic.

Reso

5. RTA process (TSC leads)

1. Proceed with regular eviction process, including:
a. Application to the Landlord and Tenant Board
b. Mediated settlement, where appropriate
¢. Final Order to Evict.
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At every step, offer supports. Document these offers.

6. An example of this approach in action

A maintenance worker entered Zahra’s apartment to do a routine unit inspection, and was
shocked at what he saw. The kitchen counters were piled with spoiled food. There were
boxes and papers on every surface, including the stove. In fact, the maintenance worker
could barely get into the unit because the entrance was so filled with stuff. The
maintenance worker recorded what he saw, and then phoned the superintendent.

That afternoon, the superintendent phoned Zahra and asked to meet with her the next day.
When he arrived, he explained that he had heard about the unit inspection. Zahra
immediately became upset, and said she couldn’t get rid of any of her things, and he
couldn’t make her. The superintendent waited for Zahra to finish, and then said, “We
know your things are important to you, and it’s not our job to tell you what you can keep.
But when I see food left out and spoiling, or things on the stove or blocking the entrance,
I’m concerned about you, and I’m concerned about attracting pests, or a fire, that will
hurt your neighbours as well as you. These are the things we need to fix right away.”

Zahra agreed to let the superintendent move things off the stove and onto the living room
floor, which took only a few minutes. The superintendent then described the other things
that needed to be fixed: all the rotting food needed to go, all good food needed to be kept
in the fridge or the cupboard, and the entrance, doors and heaters needed to be completely
clear. He said, “A lot of tenants in your situation find it helpful to have someone come to
help sort things out. I have your daughter’s phone number as your emergency contact.
Would you like me to contact her on your behalf? Or is there someone else you would
. like to call, or have me call?”

Zahra insisted she would manage on her own. The superintendent agreed to come back in
a week to check that everything was clear — no more health or safety hazards. On

. EasyTrac, he records the agreement, his offer of support, Zahra’s refusal, and the date he
will check back.

One week later, the superintendent shows up, but Zahra doesn’t answer the door. He
therefore gives her 24 hours written notice, and returns the next afternoon. This time

. Zahra is there. Most of the food is gone, but the entrances are still blocked. Zahra is
tearful and anxious. The superintendent says, “It’s not easy to re-organize your things.
But as it stands now, your unit violates health and safety standards, and that’s a violation
of your lease. Most people in your situation have found they need a little support. If you
don’t want to call your daughter, there are other places to get help. Some people call a
public health nurse. There are some on-line group for people struggling with too much
stuff. There’s an agency called Extreme Clean that can help you clean up your whole
apartment. Would you like me to put you in touch with any of them?” Zahra says no —
she will do it herself. The super then arranges to come back in two weeks. He also says
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he will also be giving her a letter outlining the problem, and what she needs to do to fix
it.

The super talks to the TSC. The TSC drafts a letter noting:

* what Zahra needs to do to address the life safety issue — that is, keeping her main
hallway, stove and heaters clear '
again, the phone number and offer of support .

¢ the deadline for the problem to be corrected and when the superintendent will be
back

¢ the consequences of not taking action.

On the deadline, the superintendent visits the unit. This time, there is some real
improvement. The old food is completely gone, the stove is still clear and the entry is
clear. There are still things pushed against the heaters, however, and the unit is still very
cluttered. The super asks Zahra how she managed to make the progress she did. She said
she had felt paralyzed, but on the day before the deadline she decided to call up a friend
who helped her move things. The super told Zahra that she was “almost there” and asked
if the friend could come again. Zahra thought that was possible. A new deadline was set.

Since then, the super has visited Zahra every three months. The unit continues to be

cluttered by the super’s standards. But Zahra has succeeded in maintaining the basic fire,
safety and health requirements and continues to live in her unit.
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Intervention Protocol #2:
A potential crisis

When to use this protocol

Use this protocol when:

Staff or neighbours hear alarming noises or smells coming from a unit
Neighbours are worried about their neighbour’s behavior
You see behavior that makes you believe a tenant’s health is deteriorating.

Overall approach

Safety first! If you believe the tenant could endanger you, themselves or others,
call 911. (See crises, below)

Wherever possible, review the EasyTrac history of the tenant before talking with
them.

If you are unsure how to handle a situation, contact your supervisor or manager,
or your health promotion officer. You can also seek advice from the Gerstein
Centre, Toronto Public Health Department or the HPO.

Focus on practical things. Don’t ask questions about a tenant’s diagnosis,
medications or history of mental illness. Instead, talk about what is happening
now, what they have found helpful in similar situations, and who else might be
able to help.

Aim to connect the tenant with a person who will be able to give them support
that you cannot offer. This could be their emergency contact, another person the
tenant names, a crisis service such as the Gerstein, or a referral organization such
as the CCAC or local Community Health Centre.

In stressful encounters, stay calm. Do not act frightened yourself and do not
frighten the tenant, with your actions or words.

If you are distressed by any encounter, contact your supervisor immediately to de-
brief. This could involve a simple conversation, or a later group debriefing.
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Example:

Neighbours report a tenant yelling and pacing through the
previous night '

1.

Before you contact the tenant, review the tenant’s file and EasyTrac records.
Bring the emergency contact phone number to the meeting. If this problem has
occurred before, and you are unsure what to do, seek the advice of the Gerstein
Centre, Public Health Department or HPO.

Phone the tenant and ask to see them that day. If there is no answer, arrange for a
colleague to go with you, and knock on the door. In choosing a partner, consider
whom the tenant might feel most comfortable with — perhaps someone they know.
Consider also any barriers between yourself and the tenant (language, gender, age,
etc.) that could be overcome by choosing the right partner.

Tell the tenant that their neighbours heard noises last night, and wondered
whether something was wrong. You might ask the tenant whether they were
aware they had been making a noise.

During the conversation, you will need to make some judgment calls:

e If there is another person in the unit, ask the tenant whether they want this
person to be part of the discussion.

e If the tenant seems injured, ask if they need to see their doctor or go to an
emergency room or clinic.

e If the tenant appears to have a very altered view of reality, do not feed into the
delusion. Clarify the facts as you see them, but empathize with the tenant’s
Jfeelings about what they see.

e If the tenant seems ill, you might ask, “Are you okay? Have you been able to
get any sleep at all? Have you had a chance to get something to eat?” If they
say no, offer to call their emergency contact, or have them suggest who else
you might call. If the person seems in real distress, call 911.

e If the unit has been damaged, and the tenant otherwise seems well, discuss it
in a low-key way. (For example, “what’s happening with the wall here? Was
that one of the things that happened last night?) If the person is clearly unwell
or upset, document the damage after you leave. You can return to deal with it
later.
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¢ Ifthere is a child in the unit and you have any reason to suspect abuse, call the
CAS.

» Ifyou feel at risk, leave immediately. Inform your supervisor to discuss
further steps. If you believe the tenant or their neighbours will be at risk after
you leave, call 911.

S. Tell the tenant that you and their neighbours are worried about them. Say that you
also have a job to do, and that is making sure the building is quiet enough for
tenants to sleep at night. Focus on solving the immediate problem:

¢ Has this happened in the past for the tenant? What did they find helpful?

¢ Is there someone they can call now? Or when they think a “yelling night”
is coming on?

o Is there someone they would like the staff to call now?
If this happens again, what would they like the staff or their neighbours to
do? You can also offer to talk to the HPO about resources that might be
helpful.

¢ Ifthey talk about hearing voices, ask them what the voices are saying to
them. If the voices involve self-harm, or harm to others, tell them you are
very concemed, and that it’s your job to call in some §élp. e -

¢ Ifthey talk about things that are clearly not real, do not play along, and
don’t argue. Say firmly and matter-of-factly, “I don’t see what you see,”
or “I do not believe that [whatever the person is said] is real” and then
move on.

6. Offer to call the emergency contact. You can do this with the tenant.

7. Document the date of the meeting, the neighbours’ report, your offer of support
and the tenants’ response, and the agreed action should the situation recur.
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Intervention Protocol #3
A Crisis

When to use this protocol

Use this protocol when:

A tenant’s own life or safety is in danger
A tenant is putting the life or safety of others at l‘lSk

Overalt approach

Steps

1.

Keep out of danger. Call 911.
Act immediately. It is better to make an unnecessary call than to fail to act.

After the incident, take care of yourself, other staff and tenants.

As soon as you realize a tenant could endanger themselves or others, call 911.
Briefly describe the situation and potential danger. If you believe there is a mental
health issue involved, say so.

If possible, position yourself to meet the emergency services when they arrive.
Follow any protocols set up through the Workplace Violence Pohcy

If the tenant is removed by police or ambulance, try to find out where the tenant is
being taken. After they have left, call the tenant’s Emergency Contact to describe
the situation and let them know where the tenant will be. Tell the Emergency
Contact how to reach your or the superintendent if necessary. Ask them to call if
they know when the tenant will be returning to the unit.

Follow EMS directions for locking up the unit.

Protect the tenant’s privacy, but recognize that neighbours will be justifiably
concerned. It is reasonable to tell other tenants:

If a tenant has died

If a tenant has gone to hospital

Any steps TCH or the police are taking to protect tenants

Any opportunities for witnesses or other affected tenants to de-brief or receive
counseling.

Avoid speculation or commentary about the tenant or their actions.
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6. Prepare an incident report and update the tenant’s file.

7. Talk to your supervisor. Crisis situations can be frightening and overwhelming.
You might feel the impact immediately, or long afterwards. It is your right to
expect an opportunity to de-brief, either as an individual or with other colleagues.
Do not hesitate to ask for support.
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Intervention protocol #4:
After a crisis

When to use this protocol
Use this protocol:

e When a tenant returns from hospitalization or other intervention after a crisis that
affected the building or other tenants.

Overall approach

The superintendent or other staff should contact the tenant as soon as they are known to
have returned to their unit. The purpose of the visit is to:

e  Welcome returning tenants

¢ Discuss ways to prevent similar crises in the future

 Update the emergency contact information if necessary

Example

A tenant had been taken to hospital afier a pot burned dry and she did not notice the
smoke building up in her unit. The fire required the evacuation of the building. It was the
third such incident. The tenant was briefly hospitalized for an evaluation and returned to
the unit two days later.

* Review the tenant’s file and any other pertinent information. If you are uncertain
how to approach the visit, contact your supervisor or the HPO.

* Arrange to visit the tenant. Invite a partner if you are concerned about your safety.
Consider a partner that could help overcome any barriers (language, age, gender,
etc.) between yourself and the tenant.

¢ When you arrange the visit, you may need to emphasize that you are simply
visiting to welcome the tenant back, and also offer any assistance they might
need. You are not coming to evict them.

¢ The visit should be low-key and practical. In this case, the staff member might
say:

* “Welcome back! We were worried about you. How are you doing?”
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e “That fire last week was a scary moment for us, and probably for you too. Is
there anything we can do to make sure you — and we -- don’t need to go
through that again?” Focus on a concrete actions. “In the future, if there is a
fire on the stove, how will you know when the pot is burning dry? And then
what will you do next?” :

¢ “Some of your neighbours have been asking what they could do to help. What
should we tell them?”

¢ “Have you got someone to call if you need some help? Is there anyone you’d
like us to call — and how will we know when it’s the right moment to call?”

e “Inotice that your Emergency Contact person is [name]. We called her after
the fire, but the number was not in service. Is there someone else we should
call?” '

If the tenant does not think there is a problem, make it clear that you have a job to
do. That job is ensuring there are no fires in the building. Explain that other
tenants have been in similar situation. They have found it helpful to call on the
CCAC or the public health department to work through a solution. Offer to make
the call with the tenant, or call on her behalf.

Invite the tenant to any local social groups or programs that you think might
interest her.

Document any plan you develop with the tenaht, and any new contact
information.
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Crisis Prevention
Tools
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Crisis Prevention Cycle

As a landlord, Toronto Community Housing has many opportunities to prevent crises —
simply by using ordinary property management routines.

At the unit offer, the Tenant Services Co-ordinator or Superintendent can:

e Make tenants feel welcomed

to uphold their lease and enjoy a successful tenancy. Toronto Community
Housing cannot usually provide this support itself, but can refer the tenant to an
organization that can help the tenant find the right supports.

Give information about services in the neighbourhood

e Meet any support worker associated with the tenant

At the lease signing, the Tenant Services Co-ordinator can:

e Collect emergency contact information and consent to disclose

¢ Meet with the tenant’s support worker (if any), sign a support agreement, and
agree on how the tenant, TCHC and the support worker will communicate with
each other ’

¢ Discuss any other accommodation the tenant requests to enable them to uphold
the lease

O
At the annual income review, the Tenant Services Co-ordinator can:

o Update emergency contact information
o Discuss any problems the tenant raises
© Respond to any requests for accommodation

At routine unit inspections, or any time a contractor or TCHC staff enters a unit,
that person can:

¢ Identify signs that a tenant may need support to maintain their unit

¢ Report their observations to the Superintendent

Tell potential tenants they have the right to ask for help or support to enable them
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Emergency contact protocol

Responsibilities

¢ It is the TSC’s responsibility to obtain at least one emergency contact number from
every tenant at the time of signing the lease.

e The TSC must explain that:

o TCHC collects contact information from all tenants — not because we expect
an emergency or because we think tenants can’t handle their own affairs, but
because it’s good to be prepared for any situation that might come up

o TCHC will only call the contact with the tenant’s permission, or when the
tenant is too ill or otherwise unable to speak on their own behalf

o TCHC will not share the contact information with anyone else

o The tenant can change their contact person at any time. They are also
responsible for telling the TSC when contact information changes

o The tenant can give more than one contact to deal with different situations.

Procedure

Use the lease-signing interview to collect and record emergency contact information.
Use concrete examples to help tenants identify the most appropriate contact person. This
is best done in the context of the emergency plan for people with disabilities.

Updating contact information

The TSC will update the contact information:
e At the annual income review interview
¢  Whenever the tenant offers new information

Collecting missing information from existing tenants

Where an existing tenant has not given contact information, the TSC will ask for it:
- As part of the problem-solving meeting for any violation of the lease
- Atthe annual income review interview
- Atany other meeting with the tenant.

Using contact information

The TSC will call the contact person when:
the tenant has died
the tenant has been taken to hospital, or has become so ill — physically or mentally
— as to become unable to make the call themselves
o staff believe the tenant is at risk of harming themselves or others
e anytime the tenant gives written or spoken permission to do so.
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Sample script for collecting emergency contact info at the lease-signing

“If there is a fire or other building emergency, some tenants need assistance
leaving the building. Do you think you might need any extra help?” Discuss the
type of help needed. Record [where?]

“The other big emergency is that a tenant can sometimes become very ill or have
a fall while they are in their unit. If that happens — maybe one of your neighbours
reports that they are worried about you — we will of course phone or knock on
your door. But if there is no answer, we can come in and check on you. Would
that be alright? Record consent. [Do you have a form for this?]

“If something happens -- you are taken to hospital or become so ill that you can’t
call a friend for yourself — who could we call on your behalf? It should be
someone who lives in town, and someone you like and trust to act in your own
best interest.” Record name and contact info.

“Sometimes at Toronto Community Housing we have run into problems where
we’ve thought, “Wouldn’t it be great if this tenant had someone in their corner to
help out.” For example, we’ve had tenants who are on the verge of being evicted,
but are too stressed out to call in help when they need it. Or we’ve had tenants
who have become depressed, and everyone is worried that they might harm
themselves.

If this kind of situation comes up, we will talk to you first before calling anyone.
But it can be good to name the person and get their contact information now,
when you’re not stressed out, rather than try to think of the right person when
things are falling apart.

Do you have someone we might call? Is it the same person you listed as an
emergency contact? The best person is someone in town, who you trust, and who
is just a good, sensible, practical person. Some people choose a friend or a
relative. Some people have a social worker, doctor or other professional who

knows them. If you are involved in a faith group, it-could be someone from the

clergy or a member of your faith community. Or if you are involved in a social
program, it could be the leader of that program.” Record name and contact
information, and relationship with tenant. Emphasize that you will only contact
this person with the permission of the tenant, or if you have reason to believe their
lives, or the lives of others, are at risk.
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Working with a support agency

[to come, pending discussions with Partnership Manager]
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Unit inspection tips

Unit inspections are an important opportunity to detect problems early — before they
become a health or safety hazard — and give tenants an opportunity to change any
behavior that may undermine their tenancy.

Here are some indicators that tenants may need some support to live successfully in their

unit:

Fire hazards:

blackened pots on the stove

cigarette burns in the carpet

clutter that affects the safe operation of the stove, heaters, or vents
clutter than impedes access to the unit, or would injure someone if it fell

Health hazards:

spoiled or rotting food

urine smells and/or stains

evidence of infestations (cockroaches, bedbugs, rodents, pigeons, etc.)
overflowing toilet or floor damaged from frequent flooding

Other extreme tenant-caused damage: holes in walls, floor tiles torn up, appliances
dismantled

TCHC staff or contractors spotting these problems must:

record their observations on the unit inspection checklist or [how else might this
information be recorded?]. Be specific (e.g. “the entryway was partially blocked”
or “there were urine soaked into the living room and bedroom carpet,”. Avoid
judgement or vague descriptions (ie. “there was junk everywhere”. “it was
appalling.”)

inform the Superintendent

refrain from any personal commentary on the tenant, their lifestyle, or possible
disabilities.

The Superintendent will do a follow-up visit, following the protocol for Intervention 1:

When a tenancy is at risk.
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Policy on Eviction Prevention

Toronto:
Community Toronto Community Housing (TCHC) tries, whenever possible, to prevent tenants
Housing from losing their housing because of unpaid rent. Tenants can be evicted from

TCHC for reasons other than non-payment of rent. These will be described in a
separate policy, but will share some of the principles outlined here. Procedures for
implementing the policy will be developed after it has been approved by the Board
of Directors. The procedures will draw on the experience and knowledge of TCHC
staff and stakeholders.

INTRODUCTION

This is a policy on eviction prevention related to the non-payment of rent. 1t is intended to
build and improve on TCHC's successful past practices. Tenants are responsible for:

¢ paying their full rent for by the first of every month; and

* reporting alt changes in income or household composition as soon as the change
occurs, so that the rent is calculated properly.

TCHC is committed to helping tenants meet these responsibilities.
Most tenants pay their rent in full and on time. But because TCHC is home to many

people with low-incomes, we recognize that sometimes tenants have trouble paying the
rent. This policy tries to balance the needs and responsibilities of all tenants.

PURPOSE

The purpose of this policy is to evict as few tenants as possible for not paying rent. The
policy describes prevention strategies such as early intervention, education,
communication, and individual plans to help tenants stay housed.

-~ APPLICATION OF POLICY

“This policy applies to ali TCHC tenants, including both market and rent geared-to-income
tenants. '

This policy applies to staff in communities directly managed by TCHC and communities
where property management services are contracted. Where the words “TCHC staff’ and
“Community Manager” are used in this policy, they apply also to third party staff and to
community managers.
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POLICY STATEMENT

TCHC is committed to keeping evictions for not paying rent to a minimum. Many people
living in TCHC housing have nowhere else to go for secure, permanent housing. TCHC
recognizes this and commits to working with tenants to ensure that eviction is the very
last resort.

The Manager’s Role

Community Managers are responsible for eviction prevention through:
» education,

e communication, and

¢ helping each tenant who has difficulty with rent payments to develop a good strategy
for staying housed.

Contact with Tenants
Community Managers will ensure that there is direct contact with a tenant in at least
these key points in the rent collection process:

¢ when sending a late payment notice to the tenant;

¢ when a tenant gives notice that they are having problems paying the rent;
» before TCHC files an application with the Ontario Rental Housing Tribunal; and

e at the time the Ontario Rental Housing Tribunal makes a decision.

Staff will use eviction prevention strategies to work with any tenant who comes forward at
any point in the process. The community office will make every reasonable effort to
contact the tenant directly and will document all attempts.

Contact when filing with the Ontario Rental Housing Tribunal

The office will make staff available to hold a face-to-face meeting before filing an
application with the Ontario Rental Housing Tribunal.

- Efforts to collect rent and support a tenant facing eviction will continue after an
application has been filed with the Tribunal and all through the fegal process. However,
these efforts must not interfere with the tenant's right to due process under the Tenant
Protection Act.

Tenants are entitled to help from a third party during the legal process. TCHC cannot
represent them, because it conflicts with the landlord role. TCHC staff will give tenants
information about external help that may be available to them.
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PRINCIPLES

Because TCHC is home to many low-income tenants, we recognize that some
tenants have trouble paying the rent. We will work with tenants to help them keep
their housing.

The success of the eviction prevention strategy depends on clear communication.
Tenants have the right to a clear, complete explanation of their rent.

Tenants must pay their rent each month. Eviction prevention strategies must not be
an incentive not to pay rent on time and in full.

Tenants must tell TCHC about changes in income and household composition
promptly to ensure accurate and timely calculations of rent.

TCHC is responsible to all tenants for collecting rent on time, because lost rent
revenue means there is less money for building maintenance and other services for
all tenants.

EVICTION PREVENTION STRATEGIES

Community Managers and staff responsible for eviction prevention will have the flexibility
to choose appropriate strategies for each situation. The strategies used must respect the
principles of the policy and may include:

Education Strategies

TCHC will clearly inform tenants of the actions they can take and their obligations.

TCHC will give tenants information about the eviction prevention policy. This includes
any help for tenants in short-term crisis (intervention strategies).

Staff will educate tenants at the time they sign their lease and when there is a
problem with paying rent.

Rent Payment Strategies

Tenants must tell TCHC about changes in income and household composition
promptly so that their rent calculation is based on their actual situation. TCHC will
explain this to tenants when they sign their lease and at least once a year in the
annual rent review information package.. :

TCHC will make every effort to use the most current information on file to calculate '
rent.

TCHC will provide a range of options to make it as easy as possible for tenants to make
payments, such as:

* pre-authorized payment,

» cash payments at banks,

e ATM payments,

* internet banking,

» rent paid directly by a pension or social assistance provider,

¢ other local methods (excluding receipt of cash payments in community offices).
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Communication Strategies

When a tenant is late paying rent, TCHC will contact them within 8 business days to

find out why and to help solve the problem. Staff will stay in regular contact until the
problem is solved.

This step can be taken even sooner when the tenant comes forward with the problem
before the rent payment is due. Tenants should tell TCHC about changes in their
circumstances that may affect their ability to pay the rent.

TCHC will make staff available to talk to tenants in confidence about their situation
and ways to solve the problem.

TCHC will keep clear records of the rent calculation and payment history showing
how the arrears came about and will give this to the tenant.

Intervention Strategies

The following is a list of possible intervention strategies. Managers at the community level
have the ability to choose the intervention that best fits the tenant’s circumstances.
Managers must keep records of all interventions.

Develop a payment strategy that suits the tenants circumstances best.

Negotiate a repayment agreement. Guidelines around repayment schedules will be
implemented as part of the implementation with the input of stakeholders.

Note: The point at which TCHC will file an application with the Ontario Rental
Housing Tribunal will be clearly spelled out in any repayment agreement.

Work with other organizations to get the tenant budget counseling and other
community support services.

Work closely and intensively with community support agencies to keep vulnerable
people housed. Vulnerable tenants include people with mental iliness, seniors, and
people with developmental or physical disabilities. They are at serious risk of
becoming homeless if evicted.

ACCOUNTABILITY

Performance reporting will monitor both rent collection and eviction rates. Staff
performance measures will support eviction prevention as a key performance
indicator.

Performance indicators related to rent collection and eviction prevention will be
reported to the Board of TCHC in the quarterly performance report.

TCHC will report on the number, the cost, and rationales for evictions each year.

TCHC will work with stakeholders to develop and monitor guidelines and procedures
to ensure the success of the eviction prevention policy.

Policy on Eviction Prevention Page 4



STANDARDS

TCHC will try to make direct contact in at least these three critical points in the rent
collection process:

* upon late payment or when a tenant comes forward with a problem;
* before an application is made to the Ontario Rental Housing Tribunal;
¢ once the Ontario Rental Housing Tribunal has made a decision.

All attempts at direct contact will be documented.

Rent collection notices issued by TCHC will include information on the interventions
that are available to tenants.

Late payment notices will be issued within 8 days of due date.
Clear information on rental account status will be available to tenants.

The point at which an application will be made to the Ontario Rental Housing Tribunal

will be clearly spelled out in any repayment agreement entered into between TCHC
and the tenant.

Eviction prevention will be practiced through the entire rent collection process.
Eviction prevention and rent collection indicators will be reported on a quarterly basis.

Eviction prevention data will be included in TCHC reporting.

POLICY REVIEW

This policy will be reviewed 18 months after implementation to determine if outcomes
are being achieved.

The policy review will include feedback from tenants, staff and other agencies.

Approved by TCHC Board of Directors (September 30, 2002)
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Eviction Prevention Policy Guidelines

A. Introduction

At Toronto Community Housing, evictions are a last resort.

In September 2002, Toronto Community Housing adopted an Eviction Prevention
Policy. These Guidelines help staff to carry out the policy and assist tenants to
keep their homes.

B. The Guidelines
These guidelines will be used to:
e Make sure all tenants are treated fairly

» Help tenants know what to expect, while allowing staff to deal with special
situations

e Make sure tenants have the chance to pay any rent arrears and stay in their
homes

These guidelines apply only to evictions for not paying rent — not to
evictions for other reasons. They are used as part of the rent arrears collection
process.

C. Staff responsibilities
Operating Unit Managers are responsible for eviction prevention through:
* Tenant Education - ensuring tenants have information about what to do if
they fall behind in their rent

e Good communication with tenants. Staff must contact tenants at least three
times before they are evicted.

e Helping tenants to understand their responsibility and the impact when they
don’t meet that responsibility..

e Helping each tenant who has trouble paying rent. Staff will help tenants plan
ways to stay housed and meet their responsibility.

1. Tenant Education

When new tenants move in, staff will explain that the tenant must:
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Eviction Prevention Policy Guidelines

 Pay the rent in full on the 1% day of every month
« Promptly report any change in income to the Operating Unit (OU) Office

e Promptly report changes in household composition — any change in who
lives in the unit — to the OU Office

¢ Tell the OU Office if they will have trouble paying their rent, so that staff can
help early on.

Staff will also:

» Encourage all tenants to use pre-authorized payment (PAP), direct rent
payment or other automatic methods to pay rent

¢ Give each tenant a copy of the Tenant Handbook

» Give all new tenants at lease signing, a contact list of area community
services (legal clinics, housing help centres efc) to call when they need help
or support

Staff may also consider working with legal clinics, housing help centres or other
agencies to hold information sessions to remind tenants of their responsibilities
and how to seek help if they have problems meeting their responsibilities.

2. Early Intervention
Staff will make every effort to:

+ ldentify tenants that may need extra support to prevent eviction, such as
people with a mental illness, cognitive or developmental disability, a
complex rent or income profile, or a history of arrears.

 Talk to these tenants about community resources they might find helpfulland
advise the tenant to seek the help of these agencies to resolve the problem.

» First obtain a tenant’s consent where a direct referral is necessary, before
involving community support agencies in the effort to keep the vulnerable
tenant housed.

D. Operating Procedures

1. Standards

* During the eviction process there must be at least three points of direct
contact with tenants at the Operating Unit level. Direct contact could
include a letter, phone call, visit or any other contact that gives the specific
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Eviction Prevention Policy Guidelines

tenant household the chance to respond to the problem and discuss possible
solutions.

» The focus of this contact is to ensure the tenant is aware their rent is behind
and what could happen because of that, as well as, allow staff to understand
the reasons why the rent was not paid.

o Staff should advise the tenant of available options to correct the situation.

¢ Staff must record all contacts, attempted contacts and action taken on
the tenant’s paper and/or electronic files.

2. The Three Points of Direct Contact

1) Before sending a Notice to End a Tenancy Early for Non-payment of
Rent (N4 or Early Termination Notice)

Staff must;

¢ Phone or visit or send reminder letter to tenants in arrears to remind
them they need to pay the outstanding rent

» Clearly explain the rent arrears — both the amount and what it is for

e Find out why the tenant has not paid the rent, and advise them of the
options available to stay housed, such as:

o An OU repayment agreement that the tenant can live up to, given
the amount owed, their ability to pay, and any other circumstance.
The agreement must clearly explain what will cause Toronto
Community Housing to proceed with an eviction application. Staff
should offer tenants a chance to meet in-person to discuss the
terms and sign the agreement. -

.o Short term assistance, such as a local rent bank

o Using support services such as legal clinics, housing help cehtres
etc. Staff will include the contact information for area legal clinic
and/ or housing help centre with any notice to the tenant

o Involving specialised support agencies where a tenant may need
extra help to stay housed. Staff must ask for and receive the tenant’
consent before making referrals.

o Payment for arrears now and using PAP for future rent payments.

* Prepare and serve an early termination/ N4 notice to tenants only after
direct contact has been made or tried, and the problem was not
resolved
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 Attach cover letter (in the tenant’s preferred language where known) to
early termination/N4 notice explaining that the tenant does not have to
move out but must make arrangements fo pay the rent or face eviction
The notice must also include contact information for the local legal
clinic.

e Document all contacts or attempted contacts and action taken in the
tenant’s file.

2) Before sending a request to file an Application to Evict a Tenant for
Non-payment of Rent and to Collect Rent the Tenant Owes (L1) with
Landlord and Tenant Board

Staff must:
e Phone or visit the tenant to see if the arrears can be resolved through
a OU repayment agreement or other steps

e Advise the tenant that if the problem is not resolved within a specified
time frame, Toronto Community Housing will apply for an eviction order
with the Landlord and Tenant Board

» Prepare and send the file to the Residential Tenancy Act Unit where no
community level solution with the tenant was possible.

e Document all contacts, attempted contacts, and action taken in the
tenant’s file.

3) After the Landlord and Tenant Board grants an Order to Evict

Staff must;

» Phone or visit the tenant to find out whether they wish to stay in the
unit or move out

e Advise the tenant that the eviction could be stopped if the arrears are
paid in full before the Order to Evict is filed with the Sheriff.

¢ Give the tenant a deadline (within the limit before the Order expires) for
paying the arrears and stopping the Sheriff

» Explain to the tenant what will happen if evicted. Discuss how the
tenant can re-apply for social housing, and how to find emergency
housing. :

 Inform the tenant the he/she is still responsible for paying the arrears
even if evicted and that they may be refused entry to any social
housing provider if they have an outstanding balance
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* Accept last minute requests to stop an eviction order if the tenant pays
the full amount listed in the Order to Evict. The tenant is also
responsible for the cost of filing the order and may pay this amount at
the time a request to stop the order is made or enter info an
agreement to do so within three months of the stopped order

Exception: The Operating Unit Manager, in consultation with the
Director, Property Management, may decide to refuse payment and
proceed with the eviction if:

o an eviction “for cause” has been filed with the Landlord and Tenant
Board against the tenant and

o the tenant knows about the eviction for cause

e Document all contacts and actions taken in the tenant’s file.

3. Returning to the unit after eviction

An evicted tenant can be re-housed (return to the unit) under eviction if:

The unit has not been re-rented

The tenant pays the full arrears balance as stated in the eviction order plus
the legal fees within 3 business days of the Sheriff changing the lock. The OU
can extend the deadline for this payment.

Where an evicted tenant is unable to pay both the arrears balance as stated
in the eviction order plus the legal fees, the tenant will be re-housed
providing he/she pays the arrears as stated in the eviction order and enter
into an agreement to pay the Sheriff fee, damages or any other unpaid costs.

4. Eviction for Persistently Late Rent Payment

Toronto Community Housing does not usually evict tenants for late rent payment.
However, Operating Units may start an eviction for persistently late rent
payments if all of the following apply:

EPP Guidelines 2008
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after the 5 day of the month, and did not have an agreement to do so, and

The tenant was taken to the Landlord and Tenant Board at least once in the
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Eviction Prevention Policy Guidelines

» The OU Manager reviews the file and agrees to begin eviction for persistently
late rent payments.

5. Responsibilities of Residential Tenancy Act Unit (RTA Unit)

» The RTA Unit will file an Application to Evict a Tenant for Non-payment of
Rent and to Collect Rent the Tenant Owes (L.1) with the Landlord and
Tenant Board only after:

o Confirming that staff directly contacted the tenant, or tried to
contact the tenant, and the problem was not resolved

¢ Atthe Landlord and Tenant Board, Toronto Community Housing will first
try to negotiate a mediated settlement.

e Toronto Community Housing will only pursue a hearing if a settlement
cannot be reached or a “for cause” action has been launched against the
tenant.

» The RTA Unit will file an Order with the Sheriff only after:
o confirming that staff directly contacted or tried to contact the tenant,
and there was no resolution to stop the eviction; and
o the Operating Unit Manager, has approved legal action

E. Accountability

The Governance and Performance Unit will report on and evaluate “corporate
performance” as it relates to eviction prevention and arrears

The Operations Division is responsible to monitor eviction prevention and arrears
at the Operating Unit level.

The Operations Division, Program Services Unit will oversee implementation of
the guidelines and will monitor adherence starting two months after these
guidelines are communicated to staff.

F. Review

These guidelines will be reviewed 18 months after they are in effect.
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Toronto Community Housing Corporation
Human Rights, Haras_sment and Fair Access Policy

oo PREAMBLE
Community
Housing TCHC recognizes that contemporary Toronto is made up of many peoples and

cultures, including Aboriginal Canadians. TCHC is committed to providing an
inclusive housing and working environment in which all individuals are equally
valued and fairly treated. To achieve this, TCHC is prepared to take pro-active
measures to eliminate harassment and discrimination in accommodation,
employment, delivery of services, and in all other contract arrangements.

This Human Rights, Harassment and Fair Access Policy reflects the requirements
of the Human Rights Code and policies established by the City of Toronto.

POLICY STATEMENT

TCHC will not tolerate, ignore, or condone any form of discrimination, harassment or
barrier in employment, housing, contracting and delivery of its services. All
employees, contractors, agents, tenants, Board Directors, volunteers and
appointees who serve on committees established by TCHC are bound by this policy
in their dealings with TCHC. They have a duty to actively promote and support
human rights, to remove barriers to equality and to refrain from harassment and
discrimination. TCHC is committed to promoting a climate of understanding and
mutual respect where each member of the TCHC community is able to derive
benefits and to participate fully to the development and well being of the community.
Distinct protections concerning the occupancy of accommodation, delivery of
services, contract arrangements and employment is described below.

Occupancy of Accommodation: All tenants, legal occupants, and their guests have a
right to equal treatment with respect to the occupancy of a unit that is managed by or
on behalf of TCHC, without discrimination or harassment by TCHC, its contractor(s),
agent(s) or tenants because of race, ancestry, place of origin, colour, ethnic origin,
citizenship,* creed or religion, sex, sexual orientation, same-sex partnership status,
gender identity**, age***, marital status, family status, receipt of public assistance,
political affiliation, disability or English-language proficiency.

* Citizenship, permanent resident or refugee claimant status is one of the

requirements for receiving “rent geared to income” subsidy

** Gender identity: an individual’s sense of being male or female which may or

may not conform to his or her birth-assigned sex

** Age means sixteen years or older who have removed themselves from

parental control and are able to live independently

Services and Facilities: Every person has a right to equal treatment with respect to
receipt of goods and services, and use of TCHC's facilities, without discrimination or




harassment by TCHC, its contractor(s) or agent(s) because of race, ancestry, place
of origin, colour, ethnic origin, citizenship, creed or religion, sex, sexual orientation,
same-sex partnership status, gender identity, age, marital status, family status,
receipt of public assistance or disability.

Contracts: Every person having legal capacity has a right to contract on equal terms
without discrimination by TCHC or its contractor(s) or agents because of race,
ancestry, place of origin, colour, ethnic origin, citizenship, creed or religion, sex,
sexual orientation, same-sex partnership status, gender identity, age, marital status,
family status, receipt of public assistance, political affiliation or disability.

Employment: Every person has a right to equal treatment with respect to
employment without discrimination or harassment by TCHC, its contractor(s),
agent(s), employee(s) or tenant(s) because of race, ancestry, place of origin, colour,
ethnic origin, citizenship, creed or religion, sex, sexual orientation, same-sex
partnership status, gender identity, age, record of offences, marital status, family
status, receipt of public assistance, disability, political affiliation, membership in a
union or staff association, or any other prohibited ground.

No Retaliation

TCHC prohibits any punitive action against individuals who pursue thelr rights under
this policy. This protects individuals who:
e rnake a complaint that he or she reasonably and honestly believes to be true

¢ take part as a witness in an investigation

e are associated with either the complainant, the respondent or a witness during
the complaint process

Anyone who retaliates against someone who has pursued his or her rights may face
corrective action.

DEFINITIONS

Various terms require definition. The most important are “discrimination”, “adverse
effects or systemic discrimination”, “duty to accommodate” and “harassment”.

Discrimination

Discrimination is any practice or behaviour, whether intentional or not that has a
negative effect on an individual or group based on a prohibited ground e.g. disability,
sex, race, and sexual orientation. A decision to deny a benefit that relies on any of
these grounds, unrelated to a person's abilities, is prohibited. Discrimination may
arise as a result of differential treatment or it may result from the unequal effect of
applying general rules to everyone. In either case, if the effect of the behaviour or
practice on the individual is to deny or limit access to housing accommodation,
goods, services, facilities, employment, or contracts available to others, itis

discrimination.




Adverse Effects or Systemic Discrimination ~

If abehaviour or practice has a disproportionate negative effect on a particular group
of persons who are identified by a prohibited ground, this is “adverse effects”
discrimination. For example, a job screening criteria for persons measuring over a
certain height or weight may favour men over women, Europeans over Asians etc.
and is discrimination if the screening criteria is not relevant to job performance.

The Duty to Accommodate and Equal Treatment

Equal treatment is treatment that brings about an equality of resuits. If applying a
general rule has an adverse effect on an individual because he or she belongs to a
group that is identifiable by a prohibited ground, TCHC has a duty to accommodate
the individual. TCHC must re-examine the general rule to minimize or eliminate the
adverse impact. In some instances, different approaches or an accommodation may
be required to achieve equal access to goods, services and opportunities within
TCHC. Accommodation could be an adjustment of TCHC rules to eliminate unequal
effects, short of causing undue hardship to TCHC.

The accommodation must reduce barriers that impede access to goods, services
and opportunities within TCHC. For example, to provide a safe, functional
environment for tenants with disabilities, it may be necessary to install grab bars or
lower sinks. To give all employees equal access to a building, it may be necessary
to provide a ramp for those who require the use of a wheelchair.

Harassment

Harassment means comment or conduct that a person knows or ought to know
would be unwelcome. Harassment may result from one incident or a series of
incidents. Examples of harassment include offensive and embarrassing comments,
derogatory remarks, threats, inappropriate jokes, innuendoes and teasing; insulting
gestures; practical jokes that result in embarrassment; electronic or physical display
of pin-ups, pornography, demeaning or sexually explicit materials; actions that
invade privacy; spreading rumours that damage a person’s reputation; threats to
disclose that someone is gay or lesbian; physical or verbal attacks on people who
are gay or lesbian; refusing to work with person(s) or a group of persons because of
their race, sexual orientation etc; condescending or patronizing behaviour; abuse of
authority; unwelcome touching; physical assault or sexual assauit.

Agent
A person who is authorized by another to act for him or her; one authorized to

transact business for his or her principal. TCHC employees who regularly have
contact with tenants may be considered agents of TCHC in certain circumstances.

Accessible format: various formats to effect communication e.g. large print, Braille,
audio and video-tape recording.




Contractor

Contractor includes independent consultants, persons who have entered a business
agreement with the TCHC to supply goods or perform work, including professional
services, and includes employees of the contractors who work on site at TCHC to
perform a contract. Agencies that have entered into an agreement with TCHC to
provide services to tenants and/or occupants are also included in the term
“contractor”. Contractors are bound by this policy in respect of all work performed on
TCHC sites.

Disability
Disability includes physical, cognitive, developmental and psychiatric impairment or
injury and is used interchangeably with “handicap” as defined in the Human Rights

Code.

Emg/ozee _ :
Employee includes unionized and non-unionized staff members and persons wh

work for a fixed term (e.g. Summer students).

Ground '

Ground refers to the basis for a decision or action. In TCHC'’s policy, prohibited
grounds of discrimination include race, ancestry, place of origin, colour, ethnic origin,
citizenship, creed or religion, sex, sexual orientation, same-sex partnership status,
gender identity, age, marital status, family status, receipt of public assistance, record
of offences, political affiliation, disability or English-language proficiency.

Ténant

Tenant refers to all persons in a household who are included in a signed tenancy
agreement

with TCHC. “Tenant” also includes an applicant who has applied to live in a unit that
is managed by or on behalf of TCHC. Tenants, including tenant representatives, are
not agents of TCHC.

Occupant _
Occupant refers to a member of a household who live in a unit that is leased from

Toronto Community Housing Corporation but does not have a direct tenancy
relationship with TCHC (e.g. Anglican houses, Participation Apartment, CNIB and
other supportive housing providers).

Workplace ,
The workplace includes all locations where business or social activities of TCHC are

conducted. Workplace harassment can also include incidents that happen off site
(e.g., inappropriate phone calls or visits to an employee's home by a tenant or co-
worker).

COMPLAINTS PROCEDURE:
TCHC has developed complaint procedures for investigating and resolving any
complaints that may arise concerning discrimination and harassment. All complaints



arising under this policy shall be addressed using the procedure outlined in the
Human Rights, Harassment and Fair Access Complaints Resolution Process.

REFERENCE INFORMATION:

Ontario Human Rights Code

Ontario Tenant Protection Act

Social Housing Reform Act

City of Toronto’s Shareholder Direction relating to TCHC
Anti-Ableism Committee in partnership with TCHC
TCHC Internet and E-mail policy

TCHC Tenants Complaint Procedure

TCHC Code of Conduct



Seniors Unit
OUA /OUB TSC Visits to Buildings
2009

Working Group Participants
Brenda Sidall, Shoba Francis, Wendy Wong-Tran Kimberley Garrett

Our Vision

Excellent customer service provided to all tenants living in the TCHC Seniors’ Unit portfolio
(OUA /OUB). A key factor in achieving our vision is our commitment to meet regularly with
tenants in their buildings.

Minimum Specifications
The following minimum specifications have been developed to ensure a high level of consistent
customer service while respecting our different buildings, tenant populations, and TSC working

styles.

- One TSC visit to every seniors building every month beginning no later than May 2009

(@)

may be Y2 day, a full day, or more than one day, as required

- Tenant issues to be addressed include:

o
O
O
O
o]

Annual reviews

Arrears

Transfer requests

Complaints

General tenancy related questions

- Colleagues to be advised when TSC is at a building

o
O

Email to colleagues with details regarding date, time and cell phone number
Notation on white board in office

Resources and Supports
- Cell phone available
- Computer access to TCHC databases on site
- Building posters advising tenants of the TSC visit

Issues to be Considered
- OUB TSC:s to ensure office coverage (won’t be an issue when we are all at Collegeview)

- May want to block time during your visit to focus on particular issues (eg: annual
reviews, transfer requests, general tenancy inquiries)
- Need to ensure appropriate forms are available on site, including:

O

O 0 0 0

Annual review

Notices to vacate

PAP

Tenant complaint forms

Transfer requests (especially medical priority requests)
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