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9   BASIC NEEDS  
AND SERVICES

(a)	 Shelter providers will ensure that contractors and sub-contractors abide by 
applicable requirements of section 9.

9 . 1 	 P E R S O NAL  N E E D S

9. 1 . 1^BEDDING

(a)	 Upon admission, shelter providers will offer each client clean bedding consisting of a 
minimum of two (2) sheets, one (1) blanket, one (1) pillow, one (1) pillow case and one 
(1) towel that is at least 0.45 m. x 0.75 m. in size. Additional bedding will be provided 
if necessary. Clients who use cribs must be provided with clean crib sheets. 

(b)	 Shelter providers will establish a schedule for regular laundering and changing 
of bedding, crib sheets and towels that accounts for regular use, soiling and 
contamination. 

(c)	 Shelter providers will provide laundering facilities onsite or have a contract in place 
with a laundering service for bedding and linens.

(d)	 If laundry facilities are available onsite, clients may launder their own clothes, 
bedding and towels as long as instructions about the safe use of the laundry facilities 
are provided.

(e)	 If clients are not able or willing to launder their bedding and towels then shelter 
providers will launder the bedding and towels on a client’s behalf.

(f)	 Shelter providers will offer laundry soap or may require clients with an income to 
purchase these supplies.

9. 1 .2^TOILETRIES AND HYGIENE

(a)	 Shelter providers will assist clients to obtain items needed to maintain basic hygiene 
and grooming. At a minimum, emergency shelter providers will offer each client 
soap, shampoo, a toothbrush, toothpaste, shaving products (e.g., razors), menstrual 
products and incontinence products as appropriate upon admission or no later than 
12 hours after admission and upon request for the duration of the client’s stay.

(b)	 Shelter providers will provide toiletries and hygiene products that are low fragrance 
or fragrance-free and hypoallergenic, where possible.
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(c)	 Shelter providers may discontinue providing toiletry and hygiene products if a client’s 
service plan requires it or if a client has an income and is able to purchase them.

(d)	 Gender diverse, transgender clients and Two-Spirit clients s may have a need for 
toiletries and hygiene supplies that is different than other clients. Shelter providers will 
work with gender diverse, transgender clients and Two-Spirit clients to provide needed 
supplies (e.g., binding tape, binders, tucking underwear, breast forms, hip pads).

(e)	 Shelter providers will supply hygiene products specific to Black clients (e.g., shea 
butter, black African soap, black castor oil, shampoo, and hair care products for 
textured hair, etc.). 

(i)	 Shelter providers will consult with Black clients to best determine which 
culturally appropriate hygiene products to provide.

(f)	 Shelter providers will ensure that safer sex products are always accessible and 
available to clients, without administrative barriers or having to request them

9. 1 .3^CLOTHING AND SUNDRY ITEMS

(a)	 Based on a client’s need, shelter providers will help clients obtain basic clothing and 
footwear appropriate for the season, including options that are non-gendered and, 
when available, representative of their gender identity.

(b)	 Clients may be offered public transit fare with the amount and frequency 
determined by their service plan.

(c)	 Clients with an income may be required to contribute toward the cost of their 
transportation needs.

(d)	 Where there is no service plan, clients may be offered public transit fare based on 
their immediate needs and the shelter’s policies.

9 . 2 	 FO O D,  D I E T  AN D  N U T R I T I O N

(a)	 In order to promote a healthy diet among clients, shelter providers will

(i)	 Offer clients safe and nutritious food to meet their dietary needs

(ii)	 Refer clients, particularly pregnant, breast feeding, youth and elderly clients, to 
food and nutrition supports (e.g., prenatal program, community kitchen, etc.) 
to supplement their diet, if necessary

(iii)	 Ensure meals and snacks are of a size, quality, variety and nutritional value to 
meet the recommended guidelines of Canada’s Food Guide 

(iv)	 Avoid serving food with poor nutritional value (e.g., foods high in processed 
sugar, fat and salt)

(v)	 Not use or withhold food to influence behaviour (either as reward or penalty)

(vi)	 Consult with a registered dietitian, preferably one who is knowledgeable of 
ethnically diverse diets, on an annual basis or more frequently as needed, for 
support in menu planning, training and other food services, and other food 
security and nutrition-related supports
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(vii)	 Post in a conspicuous place in or near the dining area of each shelter a copy 
of section 9.2 Food, Diet and Nutrition, a current copy of Canada’s Food Guide, 
a daily menu that will list potential allergens (e.g., peanuts, nuts, eggs and 
shellfish) in the listed menu items (where possible) and a notice stating whether 
the shelter can or cannot guarantee allergen-free food.

(b)	 Shelter providers must offer meals to clients in a manner that complies with the 
requirements of section 9.2.1 Meal Program.

(c)	 Shelter providers that are not able to offer meals onsite as part of a meal program will

(i)	 Seek the approval of TSSS and provide clients with a food allowance to 
purchase food and ensure adequate facilities are available and accessible for 
clients to safely store and prepare their own meals

(ii)	 Will provide clients with cooking utensils, pots, pans and sufficient plates, bowls, 
glasses, cups and cutlery for all members of the household

(iii)	 Have a policy and procedures for calculating food allowance amounts, 
eligibility criteria, an issuance process and reporting requirements

(iv)	 Submit a copy of the policy and procedures to TSSS and resubmit a copy 
whenever the document(s) are updated or otherwise revised.

9.2. 1^MEAL PROGRAM 

(a)	 Shelter providers that do not provide meals as part of their shelter service are 
exempt from all requirements of section 9.2.1 Meal Program.

(b)	 Shelter providers will plan meal menus at least one (1) week in advance.

(c)	 Shelter providers may discontinue providing toiletry and hygiene products if a client’s 
service plan requires it or if a client has an income and is able to purchase them. 

(d)	 Adult and youth clients will be offered three (3) meals and a minimum of one (1) 
healthy snack per day. Children must be served three (3) meals and two (2) to  
three (3) healthy snacks per day.

(e)	 Shelter providers must be able to provide food to a client outside of regularly 
scheduled meal times.

(f)	 Shelter providers will ensure that clients can provide input and feedback in a 
manner that complies with the requirements of section 6.1 Client Input, and to 
incorporate this feedback into menu planning whenever possible.

(i)	 Shelter providers will consult with Black clients to provide culturally 
appropriate meals, and additional condiments and spices

(g)	 Shelter providers will provide clients access to food storage and preparation space 
such as a client-specific fridge and microwave, where possible. 

(h)	 Shelter providers will inform Black clients of culturally relevant nutrition programs 
and/or food preparation opportunities outside of the shelter (e.g., connect clients to 
community kitchens, etc.).
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9.2.2^DIETARY RESTRICTIONS AND ACCOMMODATION

(a)	 Clients with food allergies, food intolerances, religious dietary restrictions, or 
medically prescribed diets will be accommodated where possible.

(b)	 If it is not possible to accommodate these dietary needs, shelter providers will work 
with clients to develop a dietary plan that meets the client’s needs including, but 
not limited to, applying for special diet allowances or referring clients to nutrition 
support programs.

(c)	 A client who has been medically diagnosed as undernourished or underweight will 
be offered additional food servings and/or a high-protein or high-calorie dietary 
supplement over and above regular meals.

(d)	 Shelter providers serving pregnant or breastfeeding clients will

(i)	 Have a policy on handling and storing expressed breast milk and must provide 
adequate storage facilities (i.e., refrigerator) for the expressed milk

(ii)	 Not store expressed breast milk in the same refrigerator as client medications

(iii)	 Label expressed breast milk if stored in communal or staff controlled 
refrigerators

(iv)	 Offer the client additional food at meal times and healthy snacks at all times 
in between, meal-time flexibility, menu alternatives and/or safe storage for 
purchased foods to help meet their dietary needs

(v)	 Refer clients, particularly pregnant and breast feeding clients, to food and 
nutrition supports (e.g., prenatal program, community kitchen, etc.) to 
supplement their diet, if necessary

(e)	 Shelter providers will ensure that baby formula and the proper preparation 
equipment and safe storage space is provided for clients with newborns or infants 
who are not breastfeeding.

(f)	 Shelter providers that serve clients with infants must make infant appropriate foods 
available (e.g., iron fortified cereals and/or soft cooked, pureed, mashed foods).

(g)	 Shelter providers that issue food allowances to families, as described under section 
9.2 Food, Diet and Nutrition, will stock a supply of infant appropriate foods for 
emergency use. 

(h)	 Clients who do not eat meat will have access to protein-based vegetarian food 
options (e.g., beans or soy-based products) at every meal and at snack time. 
Vegetarian food options must meet the basic nutritional requirements of the 
Canada’s Food Guide.

(i)	 Food preparation will, as much as possible, reflect the cultural diversity of shelter 
clients. Every attempt will be made to mark special cultural holidays and traditional 
occasions with special meals.

(j)	 Shelter providers that contract third-party food vendors (e.g., caterers), will aim 
to contract food vendors that offer culturally diverse meals, including those that 
reflect the cultural diversity of Black clients, and mark special cultural holidays and 
traditions with meals that correspond to those events.
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9.2.3^FOOD SAFETY

(a)	 Shelter providers will ensure that all foods are prepared, handled, stored and 
transported in a safe and sanitary manner to reduce the risk of cross-contamination 
and prevent the spread of food-borne illness in compliance with Toronto Public 
Health food preparation requirements.

(b)	 Shelter providers will ensure that shelter staff who handle or prepare food and 
all supervisors of staff who handle or prepare food have a valid Food Handlers’ 
certificate.

(c)	 Shelter providers will ensure that clients and/or volunteers involved in food 
preparation are supervised by a certified food handler.

(d)	 Shelter providers that prepare food onsite will be subject to regular inspections by 
Toronto Public Health.

(e)	 Shelter providers will ensure donated foods are safe, of good quality and come from 
an inspected source.

(i)	 Food must be received in containers with tight-fitting lids or other suitable 
methods to protect it from contamination or adulteration.

9 . 3 	 C LI E N T  P R IVACY  AN D  P E R S O NAL  S PAC E 

(a)	 Shelter providers will 

(i)	 Have a client belongings policy and procedures including, but not limited to 
whether and how client belongings can be stored, retrieved, disposed (i.e., 
unclaimed or abandoned items, etc.)

(ii)	 Submit a copy of the policy and procedures to TSSS, and resubmit a copy 
whenever the document(s) are updated or otherwise revised. 

(iii)	 Provide a copy of the policy and procedures or a plain language version of the 
policy and procedures (e.g., simplified orientation brochure) to clients upon 
their request.

(b)	 Shelter providers will provide lockers or other secure forms of storage for clients to 
store their belongings (e.g., locked storage room, safekeeping program) and may 
limit the number of bags or amount of personal belongings that a client may bring 
to the site.

(c)	 Shelter providers that offer to centrally store client belongings will do so in manner 
that minimizes the potential for pest infestation and will ensure client belongings 
are reasonably bagged, labelled and documented upon both receipt from, and 
collection by the client. 

(i)	 If identification is being stored or held for a client, it will be treated as personal 
information and subject to the requirements of section 12.6.3 Storage of Client 
Information. Additional precautions must be taken to ensure identification is 
securely stored and protected against theft or access by anyone other than  
the client. 
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(d)	 Shelter providers will hold unattended or unclaimed client identification, wallet, 
and government issued documents for a minimum of 30 days before disposing of 
them. All other unattended or unclaimed items will be held for a minimum of 7 days, 
subject to available space, before they are disposed. 

(i)	 Identification must be destroyed in such a manner that the information 
contained on the identification cannot be reconstructed or retrieved.

(e)	 Shelter providers will install and maintain appropriate window coverings to ensure 
client comfort and privacy.

(f)	 Shelter providers will ensure that all textiles used as interior treatments for rooms 
and furniture (e.g., window coverings, upholstered furniture, carpet/rugs) are pest 
resistant and fire/moisture retardant.

(g)	 Shelter providers that have communal space will consider designating

(i)	 A quiet space and/or overflow space that can be used for clients who are 
seeking a place to meditate, smudge, pray or to be used for clients who need 
time to de-escalate their emotions. Shelter providers will accommodate 
requests by Indigenous clients to use traditional medicines, including when 
they are practicing ceremony, such as smudging, praying, and/or other 
traditional practices, in quiet and safe spaces, indoors and outdoors.

9.3. 1^SLEEPING AREAS AND BEDS

(a)	 Shelter providers will ensure that designated sleeping areas are physically 
separated from dining areas and other communal areas unless alternative sleeping 
arrangements are approved for limited use by TSSS (e.g., during an Extreme 
Weather Alert).

(b)	 Shelter providers will create or enhance the privacy of a client’s sleeping area 
including, but not limited to, using screens, half walls, rearranging furniture or the 
layout of the sleeping area in order to create a more private space. 

(c)	 Shelter providers will provide a minimum of 3.5 m.2 of personal space per client in 
sleeping areas to decrease the transmission of communicable diseases and conflict 
between clients. Shelter providers are encouraged to exceed this standard by 
providing more space between beds and discouraging the use of large dorms.

(d)	 Shelter providers will prepare floor plans that illustrate the spacing of the beds in 
designated sleeping areas.

(e)	 Shelter providers will maintain a lateral separation of at least 0.75 m. between 
beds (or alternative sleeping arrangements) and a vertical separation of at least 
1.1 m. between the lowest hanging section of an overhead object (e.g., light fixture, 
bulkhead, air duct, plumbing, etc.) or as directed by TSSS.

(i)	 Family shelter providers are exempt from meeting the lateral separation 
requirements of 9.3.1 Sleeping Areas and Beds in rooms where only one family 
unit/household has been assigned.

(f)	 Shelter providers will seek TSSS approval prior to arranging beds (or alternative 
sleeping arrangements) in a manner other than described under section 9.3.1 
Sleeping Areas and Beds.
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(g)	 When assigning clients to single or multiple-occupancy rooms, Shelter providers  
will have procedures outlining how room checks will be completed, including  
how clients will inform staff of their preferred gender of the staff conducting  
(a) room check(s). 

(i)	 Procedures should outline how shelter providers will ensure that room checks 
are done by a staff of the requested gender, so long as there are staff on 
shift available of the gender requested, and that when completing (a) 
room check(s), staff will announce themselves, and give time for clients to 
acknowledge staff before entering, when possible and unless a safety  
concern is present

(h)	 As much as possible, cribs, cradles, bassinets and beds will be arranged in a  
manner that

(i)	 Reduces the spread of communicable diseases

(ii)	 Facilitates clear walking paths and sightlines for emergency evacuations

(iii)	 Does not block air vents, windows, doors, plumbing or access panels

(iv)	 Does not expose a client to existing or potential dangers (e.g., under a shelf 
stocked with heavy items, etc.).

(i)	 Each bed for use by clients older than two (2) years of age will have a mattress that 
corresponds with the size of the bed frame (e.g., a twin mattress on a twin-sized 
frame). The minimum mattress size is 0.76 m. x 1.82 m. x 0.89 m. 

(j)	 Exceptions to the minimum mattress size are permitted under exceptional 
circumstances including Extreme Weather Alerts, with prior approval from TSSS.

(k)	 Cribs, cradles or bassinets, and corresponding mattresses for clients younger than 
two (2) years of age, will conform to the specifications prescribed under Cribs, 
Cradles and Bassinets Regulations (SOR/2010-261) (made under the Canada 
Consumer Product Safety Act, 2010).

(l)	 Shelter providers will ensure that all mattresses are pest resistant and fire/moisture 
retardant or covered by a material designed to achieve the same qualities.

(m)	 Shelter providers will have a mattress replacement plan which will, at a minimum, 
include an inspection schedule for bed bugs and common defects (e.g., stains, rips 
and tears). 

(n)	 Shelter providers will include in their cleaning plan how beds are to be cleaned, 
sanitized and disinfected between client uses.

(o)	 Shelter providers will consult with TSSS prior to purchasing new or replacing existing 
bed frames.
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9.3.2^WASHROOMS

(a)	 To assist clients with their hygiene needs, shelter providers will provide

(i)	 A minimum of one (1) washroom that is designated non-gender specific, 
barrier-free and accessible that ensures compliance with applicable 
regulatory requirements. 

(ii)	 A minimum of one (1) toilet for every fifteen (15) clients up to the first one-
hundred (100) clients, and one (1) toilet for every thirty (30) clients thereafter. 
Urinals may replace up to half the number of required toilets in men’s 
washrooms

(iii)	 A minimum of one (1) washbasin for every fifteen (15) clients

(iv)	 A minimum of one (1) soap dispenser within 0.6 m. of each washbasin

(v)	 A minimum of one (1) shower for every twenty (20) clients.

(b)	 Shelter providers will take all reasonable measures to ensure that clients have 
privacy while showering.

(i)	 Shelter providers will ensure that communal showers have shower curtains or 
equivalent privacy feature(s)

(ii)	 In locations where privacy is limited, shelter providers  will adopt reserved 
shower times.

(c)	 Shelter providers must stock each washroom with an adequate supply of toilet 
paper, liquid soap for dispensers, paper towels and/or a hands-free hand dryer unless 
clients are responsible for purchasing their own supplies (e.g., family shelters). Where 
possible, shelter providers will stock each washroom with menstrual products.

(d)	 Shelter providers will ensure that sharps containers are made available in each 
bathroom stall in communal washrooms and are secured and tamper proof. 

(i)	 Providers will inform clients of the presence of fixed sharps containers and how 
to use them. 

(ii)	 Shelter providers will ensure that sharps containers are placed out of reach of 
children.
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