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Enhancing Mental Health Crisis Response on the TTC

Date: October 1, 2025

To: City Council

From: Executive Director, Social Development
Wards: All

SUMMARY

People experiencing mental health crises and housing challenges often turn to City
services and infrastructure like the Toronto Transit Commission (TTC) system as a safe
place to rest and get temporary relief.! This trend has placed growing demands on both
the TTC and the Toronto Police Service as they continue to receive and respond to a
high volume of non-emergency calls within the transit system. Among these, mental
health and crisis-related calls, particularly Person in Crisis (PIC) incidents, consistently
rank among the top ten incident types. While the TTC has established key partnerships
to provide housing and mental health focused outreach and case management teams to
support individuals, there are still opportunities to further strengthen and expand timely,
responsive, and community-based supports to better respond to mental health crisis
incidents across the transit system.

A pilot expansion of the Toronto Community Crisis Service (TCCS) into the TTC is
recommended, both to meet City Council’s direction (ltem-2025.EX23.5) to extend the
TCCS across the TTC and to address critical gaps in timely, community-based crisis
response on the transit system. This initiative will strengthen safety on the TTC, improve
service coordination, and provide the opportunity to test a model for future scalability
across the TTC.

In alignment with the TTC’s multi-disciplinary approach to community safety, security,
and well-being, the goal of this pilot is to enhance mental health crisis services, promote
an integrated response with existing TTC social service partners, and enhance public
awareness of social service supports available within the TTC service ecosystem.
Proposed to launch in November 2025, the TCCS-TTC pilot will complement and
advance the TTC's winter readiness planning. The pilot will be closely monitored over a
6-month period and evaluated to capture lessons learned, identify opportunities for
improvement, and shape clear recommendations for next steps. While the City and the

1 Toronto Transit Commission. 2023. "Community Safety Issues and Response."
https://cdn.ttc.ca/-/media/Project/TTC/DevProto/Documents/Home/Public-Meetings/Board/2023/February-
28/3 Community Safety Issues and Response.pdf?rev=58e11cf2cdb448258aeada603862d177&hash=
8D7120C4DF8A80C006C8F23B57797508
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TTC continue to develop and enhance strategies to support people in crisis, a more
coordinated approach across City divisions and community sectors is needed to
address the broader systemic inequities that are contributing to the increasing visibility
and frequency of mental health and crisis incidents in public spaces, including on the
TTC.

RECOMMENDATIONS

The Executive Director, Social Development recommends that:

1. City Council authorize the Executive Director, Social Development to negotiate, enter
into, and amend any service and funding agreements with the Gerstein Crisis Centre for
the provision of the Toronto Community Crisis Service (TCCS) for the Toronto Transit
Commission (TTC) Pilot for up to $540,000 (gross and net) in 2025 and up to
$1,803,000 (gross and net) in 2026 with a term ending on December 31, 2026 on the
terms and conditions satisfactory to the Executive Director, Social Development and in
a form acceptable to the City Solicitor.

2. City Council authorize the Executive Director, Social Development to negotiate, enter
into, and amend single-and multi-year agreements to support program components
related to the TCCS-TTC Pilot (e.g. training, evaluation, outreach campaigns) within the
budget allocation for the program, and on such manner, content, terms and conditions
as deemed necessary by the Executive Director, Social Development and in a form
satisfactory to the City Solicitor.

FINANCIAL IMPACT

Embedding the Toronto Community Crisis Service teams at high-incident TTC stations
will provide timely, trauma-informed crisis response in the transit system.

The table below outlines the expected cost of the pilot in 2025 and 2026 and outcomes.

Year Amount Outcomes

Initiate the pilot with up to 3 teams in the U-Zone
$0.540 million of Line 1 (Yonge-University), including community

2025 (gross and net) | outreach initiatives to raise awareness of new
service offering.
$1.803 million Implement 24-hour coverage for the TCCS-TTC
2026 ' pilot for up to 3 teams in the U-Zone of Line 1

(gross and net) (Yonge-University) for the full year.
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Funding for 2025 will be managed through the Corporate Non-Program Expenditure
Budget.

Funding for 2026 will be included as a new enhancement to TCCS in the Operating
Budget for Social Development, for consideration along with other City priorities, subject
to the City’s financial and resource capacity against other critical City-wide operating
impacts during the 2026 Budget process.

The Chief Financial Officer and Treasurer have reviewed this report and agree with the
information as presented in the Financial Impact section.

EQUITY IMPACT

The TCCS has a demonstrated positive equity impact on Indigenous, Black, racialized,
and 2SLGBTQ+ communities. The service has strengthened confidence in community
safety efforts, and led to better outcomes for Indigenous, Black, and equity-deserving
communities that face over-policing and concerns about police interactions. This service
reduces police engagements and increases community-based solutions that connect
people in crisis to much needed mental health and well-being programs and services.
This City-supported community-based service prioritizes the community safety and well-
being of Toronto's most vulnerable populations.

DECISION HISTORY

At its May 21-22, 2025 meeting, Toronto City Council directed the Deputy City
Manager, Community Development and Social Services, to work with the Toronto
Transit Commission to develop an agreement to expand and strengthen access to the
Toronto Community Crisis Service across TTC properties, including subways,
platforms, buses, and streetcars, and to report back in the third quarter of 2025 with
options and recommendations for deploying dedicated TCCS staff in subway stations in
coordination with other mental health services. City Council further directed the Deputy
City Manager, in collaboration with the TTC Chief Executive Officer and the General
Manager of Toronto Shelter and Support Services, to report back in the third quarter of
2025 on the additional mental health resources and infrastructure required to effectively
scale and implement expanded community safety services such as the TCCS across
the TTC system.

https://secure.toronto.ca/council/agenda-item.do?item=2025.EX23.5

COMMENTS

Background
Starting in January 2023, the TTC made significant investments in a multi-disciplinary
approach to address community safety, security, and wellbeing across the transit
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system.? Through ongoing collaboration with partners such as the City of Toronto’s
Streets to Homes program and LOFT Community Services' Multidisciplinary Outreach
Team (MDOT), the TTC has made meaningful progress on enhancing the safety and
wellbeing of both riders and staff. From January 2022 to June 2025, TTC Special
Constables received a total of 3,811 calls for service for a Person in Crisis (PIC) with 36
per cent of these calls occurring in the U-Zone of Line 1 (Yonge-University).
Consultations with the TTC staff and social service partners have highlighted that while
Streets to Homes provides outreach and housing-related follow up supports for
individuals experiencing homelessness who use the TTC as temporary shelter and
MDOT connects people with complex needs to comprehensive case management,
there are still gaps in timely, community-based mental health crisis response on the
TTC.

Toronto Community Crisis Service (TCCS)

In alignment with the TTC’s multi-disciplinary approach to community safety, security,
and well-being on transit, there is a unique opportunity to address existing gaps in crisis
response by piloting embedded mobile TCCS teams on the TTC. The TCCS is a free,
confidential, 24/7 mobile mental health crisis response that is available citywide to
people 16 years of age and older. Post-crisis follow-up is made within 48-hours with
access to ongoing case management support for up to 90 days. TCCS will connect
service users to appropriate community-based care, culturally-relevant services, and
other social supports including food, shelter, health care and employment.

In November 2023, Toronto City Council approved the city-wide expansion of the TCCS
by the end of 2024, formally establishing it as the City’s fourth emergency service,
alongside Toronto Fire Services, Toronto Paramedic Services, and the Toronto Police
Service. From March 2022 to July 2025, the TCCS has received upwards of 29,000
calls for service and dispatched the mobile crisis teams more than 23,000 times across
the city. In 2024, 78 per cent of calls for service transferred to TCCS by 911 were
successfully handled by TCCS with no police involvement, demonstrating the
effectiveness of a community-based, health-focused response to mental health crises in
Toronto.

Proposed Pilot Design and Approach

The TCCS-TTC pilot will embed mobile crisis response teams to provide timely, trauma-
informed mental health crisis intervention within the TTC, directly responding to City
Council direction 2025.EX23.5. Integrating embedded mobile TCCS teams into TTC’s
robust partnership approach will address key system gaps, enhance service
coordination, improve public awareness about available supports, and create seamless
pathways for crisis intervention that leverage the strengths of existing community
partnerships.

2 Toronto Transit Commission. 2023. "TTC’s Partnership Approach to Community Safety, Security and
Well-Being on Public Transit."
https://cdn.ttc.ca/-/media/Project/TTC/DevProto/Documents/Home/Public-Meetings/Board/2023/Sep-
26/3 TTCs Partnership Approach to Community Safety and Wellbeing on Public .pdf?rev=cb58538
0662e4703bdbb54d96337949c&hash=07C516E4B3EABBF7AA39EF7D6029253A
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In alignment with the design principles of the TCCS, the proposed pilot will be led by
community health anchor partners and will feature:

e Multiple coordinated pathways for TTC riders and staff to access crisis services,
ensuring a low barrier "no wrong door" approach where support is available when
and where it is needed most.

e Dedicated mobile crisis support teams, each made up of at least two trained
crisis workers, will respond to incidents directly at platform level along the U-
Zone of Line 1 (Yonge-University). These teams are equipped with skills in crisis
intervention and de-escalation to support individuals in distress.

e Enhanced coordination between TTC social support partners, such as Streets to
Homes and LOFT Community Services’ MDOT, Social Development division and
the TCCS’ anchor and referral partners will help ensure that post-crisis supports
are well-integrated, responsive, and tailored to the needs of each individual.

When and Where the Service will be Available

Embedded mobile TCCS-TTC teams will be strategically deployed to TTC stations with
high numbers of Person in Crisis (PIC) incidents in the U-Zone of Line 1 (Yonge-
University), ensuring timely on-site interventions where they are most urgently needed.
While the pilot teams will be based in Union, Bloor/Yonge, and Spadina stations, they
will respond to crisis calls at all stations within the U-Zone of Line 1 (Yonge-University),
as required. The pilot teams will be available 24/7 within the pilot area, with enhanced
visible presence during peak incident times.

Crisis Pilot Teams

The pilot teams will be composed of a minimum of two multi-disciplinary TCCS workers
to respond to crisis calls and ensure mutual safety. The mobile teams will be supported
by additional post-crisis case management resources, in addition to the TCCS's existing
dedicated resources and referral pathways, including access to crisis beds, short-term
counselling and case management, as well as culturally relevant supports.

Working directly within the TTC environment, the pilot teams will strengthen
coordination with existing TTC social support partners, including Streets to Homes and
MDOT teams to support integrated service delivery, and TTC Incident Management
Teams, including Transit Special Constables.

Crisis Call Intake and Public Awareness

In order to raise TTC riders' awareness of available social support services and how to
access them during a crisis, the pilot will include a strong focus on community
engagement and public awareness initiatives. The TTC and TCCS teams will
collaborate on public awareness efforts, such as advertisements and routine verbal
announcements, to help TTC riders learn about available mental health supports,
pathways for accessing crisis intervention services, and the role of embedded TCCS
teams. Community engagement activities such as information pop-ups will aim to
increase public awareness, build understanding of the pilot’s purpose, and provide
information on existing safety and wellbeing initiatives on the TTC to contribute to a
safer, more supportive transit environment for all riders.
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Pilot Evaluation

The embedded TCCS-TTC teams will be piloted from November 15, 2025 to April 2026
to support the TTC's winter readiness planning. City staff will monitor and evaluate
service delivery and incident data throughout the pilot to assess opportunities for
improving coverage and refining dispatch strategies. Any potential adjustments will be
considered in the context of operational capacity, pilot objectives, and lessons learned,
with the goal of optimizing crisis response across the TTC network over time.

Building on the pilot’s learnings and outcomes, the next phase will explore
recommendations for expanding the TCCS service to other parts of the TTC system,
where appropriate. Recommendations will be guided by a comprehensive evaluation
process, including operational data and input from key stakeholders.

Next Steps in Implementing the Pilot

Social Development division and the TTC will continue to work together to design,
implement, and oversee the TCCS-TTC Pilot. Since June 2025, a multi-stakeholder
working group has been in place to review data, consult with TTC staff and social
service partners, and guide pilot development through ongoing workshops and planning
sessions.

The next phase of pilot development will focus on finalizing logistics for the
operationalization of the pilot including development of service guidelines, formalizing
service agreements, recruiting and training specialized TCCS staff, delivering joint
training to TTC and TCCS staff where needed and developing a robust evaluation plan.
These efforts will be supported by initiatives to strengthen system wide service
coordination and increase public awareness about the broader TCCS capacity to
respond to mental health crisis calls at bus, streetcar stops and TTC property across the
city.

CONTACT

Scott McKean, (A) Director, Community Safety and Wellbeing, Social Development,
Finance and Administration, 647-828-5985, scott.mckean@toronto.ca

Dilya Niezova, (A) Manager, Policing Reform, Social Development, Finance and
Administration, 416-392-5679, dilya.niezova@toronto.ca

SIGNATURE

Mohamed Shuriye, Executive Director Social Development
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