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Project Background and Task 
This presentation is a walkthroughof the approach we took to improve the website
 
and proposed next steps 

BACKGROUND 

The Advisory Committee comments were made 
about how difficult it was to find the right 
information on tenant issues on Toronto.ca 

In March 2020, there was an urgent need to get 
information to tenants during COVID-19 – the CXi 
Team and the Housing Secretariat began working 
together to improve tenant communications 

TASK 

In November 2019, the Sub-Committee report asked 
City staff to directly work with a newly created 
Advisory Committee to improve communications on 
tenant rights 

In March 2020, CXi Team and the Housing Secretariat 
began researching by first speaking to people with 
lived experience to better understand WHAT 
information and resources people wanted on 
Toronto.ca 

2 

http:Toronto.ca
http:Toronto.ca


   

   

Delivering information that keeps people housed
 

Refreshed Resource Channels for Tenants 
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How We Work - Understanding the Problem 
What we learned: 
Channels to Know, Understand and Pursue
Rights 

City	 Social Service Informal Networks 
Organizations and 
Advocacy Groups 311
 

Councillors
 
RentSafe Legal Clinics
 
Rent Bank Tenants’ Associations
 

Not-for-Profit Groups Friends 
Housing Help Centres FamilyProvince Neighbours 

Housemates Landlord Tenant
 
Board
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Toronto.ca Webpages
 
toronto.ca/home/covid-19/ 
COVID19 pages on Toronto.ca had 10.4 million pageviews from 
March-May 2020 
- 10,321 regarding general financial support information for 

tenants and property owners 
- 2,989 pageviews for for July 17-24 

- 1,271 clicks on Tenant Rights and Responsibilities 
- 641 pageviews for this for July 17-24 

toronto.ca/community-people/housing­
shelter/housing-at-risk/ 
Housing At Risk pages on Toronto.ca did not see much change pre- vs.
during-COVID in terms of number of users, even though this page 
displays similar information as the Financial Support Information for 
Tenants section of the COVID19 pages 

This suggests that users go to a centralized, need-based site 
where they know which search terms to look for. 

HOUSING 
AT RISK 

MARCH APRIL 

TORONTO.CA→ 
COVID-19 

Presenter
Presentation Notes
Source: Email with Digital Communications Division, May 2020 and Web Analytics for Toronto.ca, May 2020

https://www.toronto.ca/home/covid-19/
https://www.toronto.ca/community-people/housing-shelter/housing-at-risk/
http:Toronto.ca
http:Toronto.ca
http:Toronto.ca
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How We’ve Discovered
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In-depth Remote 
Review of In-depth Interviews Jurisdict ional Enquiry Interviews with 

and Literature Connections to City Toronto.ca Web with 15 Community 
People with Lived Staff Review Analytics Organizations 

Experience 

More people look up housing Needs are around data Needs are around Needs of SMEs are around Evictions and housing supports under a main page collection and up-to-date understanding rights of both ensuring that service instability are on the rise than navigate to Community information tenants and landlords providers get information and 
and Shelter website is integrated into rest 

of Toronto.ca 

April 2020 May 2020 May - June  2020 May 2020 May - June  2020 

Reviewed Toronto.ca analytics Used a paper prototype to test Tested if we could increase Through the City’s our Tenant Aligned housing-re lated  
the websites features with online participation by using Advisory Committee and digital content holde rs and 
residents at a Neighbourhood localized content and topics people who are connected to policy makers at the  City of 
Summit for feedback on their that residents were familiar them, we interviewed those Toronto. First eve r alignment preferences with who have been evicted, have around this subject matte r. a housing issue or have been 

threatened with eviction 

http:Toronto.ca
http:Toronto.ca
http:Toronto.ca


   
  

  

 

 

 
 

 

  
 

  

 

 
 

 
 

       

What ‘Voice’ Do We Have to Keep in Mind?
 

Based on the research, design and testing with people with lived experience and Subject 
Matter Experts completed after engaging with people with lived experience, we came up with 
the following design recommendations: 

Provide the right 
kind of help 

Provide 
immediate help 

Answer specific 
questions with 

certainty 

Provide 
comprehensive 

information – no 
dead ends or 
circular links 

Help the user 
understand the 

information 
presented 

Help the user 
understand 

tenant/  landlord 
rules and 

responsibilities 

Have a tone that 
provides 

reassurance to 
potential users 

What other guidelines do we need to think about?
 

Presenter
Presentation Notes
50% of renters in an Ipsos study were aware of the complaints process. Only 8% contacted the City of Toronto to relate a housing issue to the City. Of those 86% called 3-1-1 and 21% called their City councillor.

The RentSafeTO program helps buildings with 3 storeys or higher maintain safe and adequate housing through a City licensing enforcement process. Renters had very low awareness of the program and also knowledge of what RentSafeTO could do for them.



  

Ideate 

Prototype 
Test and 
refine 

Develop 
a portfo lio 
of initiatives 
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How We Work - Generate and Test Ideas with People
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Presenter
Presentation Notes
Our team quickly began to identify gaps within the system. The Housing council had asked city staff to better inform tenants of their rights. ��First you must UNDERSTAND: That our municipality has zero jurisdiction over evictions. 
This is provincial matter- but what we know from previous research is that people go to their local councillor, call their friends and family in their neighbourhoods, call 311 and go to the city website to get information. 
�311 redirects them to the province. Not helpful. They have 3 people who support residents who get eviction notice throughout the province.
�During this high stressful time, people were spending hours searching for information and feeling defeated before the process even began.  
What stood out first was the website is confusing. 
Data showed that “Housing” was the number one most searched work on Toronto.ca. But information was outdated and content was often circular- link to this page and that page had a link to the other page
�How do we quickly give people the tools to SELF EDUCATE and SELF ADVOCATE. Give them more confidence in their housing situation and be able to self defend against different notices and requests landlords issue



  
       

      

  

    

 

 

      

        

Toronto.ca Pages Edited
Redesign and Editing of the content meant updating the content, as well as redesigning the tone of voice and making sure that specific 
terms were in as plain language as possible so that the resource is useable for general audiences. 

Page Links 
Changes 

Content Location Layout 
[Housing and Shelter] Yes 

Finding Housing Yes Yes 
Housing at Risk Yes Yes Yes 

Long Term Care Homes Yes 

Seniors and Disabled/ City Services for People with Disabilities Yes 

Rental Housing Standards Yes Yes 
Financial & Employment Support Yes 

Financial Support for Renters Yes 

Rent-Geared-to-Income Yes 
*New Page/ Tab - "Understanding Evictions" - similar content to the "Housing at 
Risk" 

Yes Yes Yes 

*New Page/ Tab - "Find Legal Help" - similar content to the "Housing at Risk" Yes Yes Yes 

https://www.toronto.ca/community-people/housing-shelter/
https://www.toronto.ca/community-people/housing-shelter/finding-housing/
https://www.toronto.ca/community-people/housing-shelter/housing-at-risk/
https://www.toronto.ca/community-people/housing-shelter/long-term-care-homes/
https://www.toronto.ca/city-government/accessibility-human-rights/accessibility-at-the-city-of-toronto/city-services-for-people-with-disabilities/
https://www.toronto.ca/community-people/housing-shelter/rental-housing-standards/
https://www.toronto.ca/community-people/employment-social-support/
https://www.toronto.ca/community-people/employment-social-support/housing-support/financial-support-for-renters/
https://www.toronto.ca/community-people/employment-social-support/housing-support/rent-geared-to-income-subsidy/
http:Toronto.ca


How We Work - Deliver     How We Work - Deliver Initiatives 

NEW NEW 

Presenter
Presentation Notes
one centralized resource for renters
organized more intuitively 
with added sections for better communication (understand & fight evictions, rights & responsibilities for landlords & tenants)



 
 

 

Step-by-step 
instructions for 
people facing 
evictions 

Clear 
sections 
dedicated 
to 
resources 
and what 
to expect. 



 
 

  
 
 

Before After
 

Broken down by 
commonly 

searched terms 
and issues by 

tenants across 
Toronto 



 

 

 

Before After 

Information 
displayed 
clearly for 
people to find 
the exact 
information they 
are looking for 



 What Are We Testing 
SMS Text Messaging Service 



 What Are We Testing
 
Eviction Prevention Toolkit (Print)
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Next Steps 
Digital and Non Digital Products and Outreach 
1.	 Continue to test and make changes based on feedback from the webpage and make 

data driven decisions based on live data. 
ex. Page views, common searched items, number of downloads 

2. Based on the content developed for the website we are 
now moving to testing and developing 
recommendations for new products based on tenants’ 
feedback. 

ex. SMS Messaging + ToolKit 

3. Attachment 4 in the Committee report provides an 
outreach and communications framework to promote 
this work and develop and issue additional materials such 
as this ToolKit/Handbook 
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