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4 APPLICABLE LEGISLATION
(a)	 Shelter providers and their Board of Directors are responsible to ensure that they 

comply with all relevant aspects of applicable federal, provincial and municipal 
legislation/regulations.

(b)	 The legislation/regulations listed in section 4.1 Federal Legislation, section 4.2 
Provincial Legislation, and section 4.3 Municipal Legislation are not intended to 
be exhaustive. Shelter providers are responsible to review the legislation and keep 
themselves informed, as they are amended from time to time.

(i)	 In the event of any legal conflict between the TSS and applicable legislation, 
the applicable legislation shall prevail to the extent of the conflict.

(c)	 Shelter providers and their Board of Directors will comply with reference standards, 
policies and guidelines prescribed by SSHA including, but not limited to, those 
listed in section 4.4 Standards, Policies and Guidelines.

(d)	 Shelter providers and their Board of Directors will comply with all of the terms and 
conditions of their Operating Agreements, the TSS and Hostel Services Directives.

(e)	 Shelter providers and their Board of Directors will consult qualified legal 
professionals and/or other appropriate advisors about any and all legal and financial 
obligations related to their operation as a shelter.

4.1	 FEDERAL LEGISLATION

(a)	 Cribs, Cradles and Bassinets Regulations (SOR/2010-261) (made under the 
Canada Consumer Product Safety Act, 2010)

4.2	 PROVINCIAL LEGISLATION 

(a)	 Accessibility for Ontarians with Disabilities Act, 2005

(i)	 Regulation 429/07: Accessibility Standards for Customer Service

(ii)	 Regulation 191/11: Integrated Accessibility Standards

(b)	 Child and Family Services Act, 1990

(c)	 Employment Standards Act, 2000 

(d)	 Regulation 213/07: Fire Code (made under the Fire Prevention and Protection  
Act, 1990)

(e)	 Regulation 562/90: Food Premise Regulations (made under the Health Promotion 
and Protection Act, 1990) 

Federal Legislation   |   Provincial Legislation
4
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http://laws-lois.justice.gc.ca/eng/regulations/SOR-2010-261/
https://www.ontario.ca/laws/statute/05a11
http://www.ontario.ca/laws/regulation/070429
http://www.ontario.ca/laws/regulation/110191
http://www.ontario.ca/laws/statute/90c11
http://www.ontario.ca/laws/statute/00e41
http://www.ontario.ca/laws/regulation/r07213
http://www.ontario.ca/laws/regulation/900562
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(f)	 Municipal Freedom of Information and Protection of Privacy Act, 1990

(g)	 Ontario Human Rights Code, 1990

(h)	 Personal Health Information Protection Act, 2004

(i)	 Residential Tenancies Act, 2006

(i)	 Regulation 517/06: Maintenance Standards

(j)	 Regulation 220/01: Boilers and Pressure Vessels (made under the Technical 
Standards and Safety Act, 2000)

(k)	 Regulation 209/01: Elevating Devices (made under the Technical Standards and 
Safety Act, 2000)

(l)	 Regulation 1101: First Aid Requirements (made under the Workplace Safety and 
Insurance Act, 1997)

4.3	 MUNICIPAL LEGISLATION

(a)	 Municipal Shelter By-Law No. 138-2003

(b)	 Municipal Code, Chapter 629 – Property Standards

4.4	 STANDARDS, POLICIES AND GUIDELINES

(a)	 Canada’s Food Guide

(b)	 Environmental Control Best Practices: Guidelines to Reduce TB Transmission in 
Homeless Shelters and Drop-In Centres
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http://www.ontario.ca/laws/statute/90m56
http://www.ontario.ca/laws/statute/90h19
http://www.ontario.ca/laws/statute/04p03
http://www.ontario.ca/laws/statute/06r17
http://www.ontario.ca/laws/regulation/060517
http://www.ontario.ca/laws/regulation/010220
http://www.ontario.ca/laws/regulation/010209
http://www.ontario.ca/laws/regulation/901101
http://www.toronto.ca/legdocs/bylaws/2003/law0138.pdf
http://www.toronto.ca/legdocs/municode/1184_629.pdf

	Acknowledgments
	Contents
	Preamble	i	
	1	Policy Context	3
	1.1	Housing Opportunities Toronto and the Toronto Housing Charter	3
	1.2	Housing First	3
	1.3	Housing Stability Service Planning Framework	3

	2	Toronto’s Shelter System	7
	2.1	Types of Shelters	7
	2.2	Sectors of the Shelter System	7
	2.3	Roles, Rights and Responsibilities	7
	2.3.1	Role of the City of Toronto	7
	2.3.2	Role of Shelter Providers	8

	2.4	Quality Assurance	8
	2.4.1	Program Reviews	9
	2.4.2	Site Reviews	9
	2.4.3	Organizational Reviews	9
	2.4.4	Shelter Monitoring Plan	9
	2.4.5	Updating the Toronto Shelter Standards (TSS)	9
	2.4.6	Shelter Management Information System (SMIS)	10


	3	Defined Terms	13
	4	Applicable Legislation	23
	4.1	Federal Legislation	23
	4.2	Provincial Legislation	23
	4.3	Municipal Legislation	24
	4.4	Standards, Policies and Guidelines	24

	5	Principles of Service Delivery	27
	5.1	Respect and Dignity	27
	5.2	Client-Centered Service	27
	5.3	Housing First	28
	5.4	Access to Shelter Services	28
	5.5	Service Quality	29
	5.6	Collaboration, Community Engagement and Partnerships	29

	6	Client Rights and Responsibilities	33
	6.1	Client Input	34

	7	Complaints and Appeals	37
	8	Access Requests and Customer Service	41
	8.1	Intake/Assessment	41
	8.2	Referrals	43
	8.3	Admission	44
	8.3.1	Queue Administration and Held Beds	45
	8.3.2	Curfew	46
	8.3.3	Occupied Bed	47
	8.3.4	Leave with Permission	47
	8.3.5	Length of Stay	48
	8.3.6	Daytime Access	48

	8.4	Discharge	48
	8.4.1	Planned Discharges	49
	8.4.2	Service Restrictions	50

	8.5	Extreme Weather	52

	9	Basic Needs and Services	55
	9.1	Personal Needs	55
	9.1.1	Bedding	55
	9.1.2	Toiletries and Hygiene	55
	9.1.3	Clothing and Sundry Items	56

	9.2	Food, Diet and Nutrition	56
	9.2.1	Meal Program	57
	9.2.2	Dietary Restrictions and Accommodation	57
	9.2.3	Food Safety	58

	9.3	Client Privacy and Personal Space	59
	9.3.1	Sleeping Areas and Beds	59
	9.3.2	Washrooms	61


	10	Case Management, Supports and Services	65
	10.1	Case Management and Service Planning	65
	10.2	Health and Mental Health Services	68
	10.2.1	Harm Reduction	69
	10.2.2	Abstinence	70
	10.2.3	Client Medication	70
	10.2.4	Secure Storage and Disposal of Medication	71
	10.2.5	Medication Management Program	72

	10.3	Specialized Program Requirements	72
	10.3.1	Family Shelters	72
	10.3.2	Children’s Services and Program	73
	10.3.3	LGBTQ2S Clients	75
	10.3.4	Financial/Savings Programs	76


	11	Health and Safety	79
	11.1	Health Standards	79
	11.2	Safety Standards	80
	11.2.1	Weapons and Prohibited Items	81

	11.3	Facilities Management	81
	11.3.1	Custodial Services	82
	11.3.2	Maintenance	82

	11.4	Emergency Preparedness and Business Continuity	83

	12	Administration	89
	12.1	Board Requirements	89
	12.2	Organizational Requirements	90
	12.2.1	Financial Accountability	90
	12.2.2	Program Accountability	90
	12.2.3	Property Management and Capital Planning	91
	12.2.4	Neighbourhood Issues	91

	12.3	Conflict of Interest	91
	12.4	Human Resources	92
	12.4.1	Staff Code of Conduct	93
	12.4.2	Training	94

	12.5	Documentation and Reporting	95
	12.5.1	SMIS	95
	12.5.2	Incident Reporting	96
	12.5.3	Service Disruption	96

	12.6	Privacy and Confidentiality of Client Information	97
	12.6.1	Client Information and Files	97
	12.6.2	Collection of Client Information	97
	12.6.3	Storage of Client Information	98
	12.6.4	Sharing/Disclosure of Client Information	98


	Appendix A:	Sleeping Area / Personal Space Examples	103
	Appendix B:	Training Matrix	107
	Appendix C:	Forms and Templates	109
	Appendix D:	Links to References and Resources	111
	Appendix E: 	In Effect Dates	112



