
BOARD OF DIRECTORS MEETING 
June 20, 2019 at 5:00 PM 

39 Auriga Drive, OCHC Board Room 
 

 

AGENDA 

5:00 PM 1. Welcome from Chair and Call the Meeting to Order   

5:02 PM 2. Approval of Agenda 1 

5:03 PM 3. Confidentiality and Conflicts of Interest Declarations 3 

5:05 PM 4. Chair's Verbal Update   

5:10 PM 5. CEO's Update   

    FOR APPROVAL   
5:15 PM 6. Approval of the minutes - May 23, 2019 4 

    FOR INFORMATION and DISCUSSION   
5:16 PM 7. Tenant Advisory Group (Paul Fortin, verbal)  
5:20 PM 8. Tenant Experience (Ten-X) Framework (Shaun Simms and Alain Cadieux) 5 
5:30 PM 9. Proposed Changes to Housing Services Act (Jean-Marc Carrière and Debbie Mills) 10 
5:35 PM 10. Organizational Culture Roadmap Update (Shaun Simms and Joanne Myles) 14 
5:50 PM 11. Caldwell Cladding Retrofit (Diana Carr) 23 
6:00 PM 12. Corporate Capital Expenditures (Cliff Youdale, verbal)  
6:10 PM 13. 2018 Volunteer Engagement Program (Angela Begin) 37 

    BULK CONSENT   
6:20 PM 14. CEO Operational Report (Stéphane Giguère) 45 

 15. Tenant Advisory Group (TAG) minutes - March 19, 2019 50 
 16. Dynamic Resource Scheduler and Mobile Application Project Closeout Report (Nicole 

Bates) 
54 

    BOARD COMMUNICATION DOCUMENTS   
 17. Briefing Note:  Canadian Housing and Renewal Association(CHRA) Releases Response 

to “National Housing Strategy Act” and Canada Housing Benefit 
57 

6:25 PM 18. Inquiries from the Board   

6:30 PM 19. Motion to Adjourn   

Next meeting – September 26, 2019 at 4:30 PM 39 Auriga Drive, OCHC Head Office 
 



RÉUNION DU CONSEIL D’ADMINISTRATION 
Le 20 juin 2019 à 17 h 00 

39, promenade Auriga, Salle de conférence de SLCO 
 

 

ORDRE DU JOUR 

17 h 00 1. Mot de bienvenue du président et ouverture de la séance   

17 h 02 2. Approbation de l’ordre du jour 1 

17 h 03 3. Déclarations de confidentialité et de conflits d’intérêts 3 

17 h 05 4. Le point du président   

17 h 10 5. Rapport du PDG   

    POUR APPROBATION   
17 h 15 6. Approbation du procès-verbal de la réunion du 23 mai 2019 4 

    POUR INFORMATION et DISCUSSION   
17 h 16 7. Groupe consultatif des locataires (Paul Fortin, de vive voix)  
17 h 20 8. Cadre de l’expérience des locataires (X-Loc) (Shaun Simms et Alain Cadieux) 5 
17 h 30 9. Modifications proposées à la Loi sur les services de logement  

(Jean-Marc Carrière et Debbie Mills) 
10 

17 h 35 10. Le point sur la Feuille de route en matière de culture organisationnelle  
(Shaun Simms et Joanne Myles) 

14 

17 h 50 11. Modernisation du revêtement Caldwell (Diana Carr) 23 
18 h 00 12. Dépenses ministérielles en immobilisations (Cliff Youdale, de vive voix)  
18 h 10 13. Programme de mobilisation des bénévoles de 2018 (Angela Bégin) 37 

    APPROBATION EN BLOC   
18 h 20 14. Rapport du PDG sur les activités (Stéphane Giguère) 45 

 15. Procès-verbal de la réunion du 19 mars 2019 du Groupe consultatif des locataires 50 
 16. Rapport de clôture du projet de planification dynamique des ressources et 

d’application mobile (Nicole Bates) 
54 

    DOCUMENTS DE COMMUNICATION DU CONSEIL D’ADMINISTRATION   
 17. Note d’information : L’Association canadienne d’habitation et de rénovation 

urbaine (ACHRU) publie sa réponse à la « Loi relative à la Stratégie nationale sur 
le logement » et à l’Allocation canadienne pour le logement 

57 

18 h 25 18. Questions du conseil    

18 h 30 19. Motion visant la levée de la séance   

Prochaine réunion – le 26 septembre 2019 à 16 h 30, 39, prom. Auriga, siège social de SLCO 
 



 
Confidentiality and Conflicts of Interest  

 

 

 
Confidentiality  
 
A Board or Committee member (member) makes a written commitment, and is required by law 
to keep all confidential information confidential at all times. 
 
Please remember that contents of Committee and in-camera meeting packages, discussions at 
Committee and in-camera meetings as well as decisions made at Committee and in-camera may 
not be shared in any way. They may not be discussed, repeated, tweeted, e-mailed or 
otherwise communicated to anyone outside of the meeting. 
 
 
Conflict of Interests 
 
A Board or Committee member (member) will review the Meeting Agenda and Reports and 
determine if the member has a real, perceived or potential conflict of interest.  
 
A member has an obligation to report immediately a conflict of interest to the meeting Chair – 
whether the conflict is their own or that of another member.  
 
At the meeting, the Chair will ask members to declare Conflicts of Interest they may have 
relating to items on the meeting agenda. A member must declare a conflict with an item on the 
agenda, even if they have previously declared the conflict to the Chair. 
 

• A Conflict of Interest is a situation where a member’s personal interests could influence 
the member’s ability to make decisions with integrity, impartiality and in the best 
interests of OCHC.   
 

• A Conflict of Interest may be real (actual), perceived (could appear by an outside 
observer to exist), and potential (could reasonably be expected to occur in the future).  

• Personal interests refer to having a self-interest, and include the interests of related 
persons, friends and business associates. The interests can be of a personal, financial or 
professional nature and can include a personal gain, benefit, advantage or privilege. 
Personal interests include participating in outside activities or employment outside of 
OCHC, whether paid or unpaid. 
 

• Refer to OCHC’s Conflict of Interest Policy for more information. 
 

A member who has a Conflict of Interest with an agenda item must leave the room while the 
item is being addressed. 
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TENANT EXPERIENCE (TEN-X) FRAMEWORK 
 

TO:  BOARD OF DIRECTORS 

MEETING DATE: June 20, 2019 

FROM: Guy Arseneau 
Chief Operating Officer, Tenant Experience 

PURPOSE: 
FOR INFORMATION To provide an update on the Ten-X Framework 

STRATEGIC 
OBJECTIVE: 

Foster an organizational culture of leadership, accountability and 
continuous improvement 

NEXT STEPS:  

 
 
1. EXECUTIVE SUMMARY 
 
 In a customer-centric organization, the customer is at the core of the business, which means 

all functions recognize the importance of satisfying customer needs. At OCHC, it is the staff 
who interact at the transactional level with tenants and help define an understanding of 
tenant needs and expectations, so priority should be driven in part by that understanding. 

 The organization has decentralized direct tenant services amongst multiple departments; most 
recently, Tenant Support Workers to the Community and Tenant Support department and the 
Legal team to the Finance department. An anchor to ensure a quality and timely service from 
OCHC is needed, given these changes as well as changes within the Tenant Experience 
department, with the recently introduced “zone” approach and service delivery model. This 
anchor is reflected in the Ten-X Framework.   

 A commitment to a tenant-centric approach and to the Ten-X Framework will ensure tenants 
are engaged, that they are heard, and that communication with them is effective. Only then 
will we ensure that we are delivering quality services to every tenant, every home.   

 
2. CONTEXT 
 
 In 2014, the organization initiated a renewed commitment to ensuring a tenant-centric 

approach in all that we do. This approach entailed building trust, coming to a place of shared 
understanding with tenants, and co-creating the future together. 

 The launch event was the 2015 Tenant Satisfaction Survey, where staff and tenants worked 
together to design the baseline survey and work through action plans for improvement. The 
results were evidenced across the organization in areas such as website improvements and 
seeking revamped communication protocols relating to tenant interactions. The results were 
also structural with the creation of the Integrated Pest Management team, the 
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implementation of the ONE Number, redesigning services by functional orientation, 
redesigning the Ramsey Office services and structure, as well as a commitment to review the 
Maintenance Service Delivery Model (Refer to Appendix A).  

 Incremental changes over the years necessitate a review of the organization’s tenant service 
promise to tenants, as well as other guiding statements, which reference our service delivery 
objectives. The Ten-X Framework is a lens or an overlay to deliberately align, focus and guide 
organizational work to achieve the OCHC vision and mission within the OCHC 10-year 
Strategic Plan. More specifically, the Ten-X Framework is: 

 A cross-departmental initiative  
 Intended to support direct tenants services (i.e. a tenant can pick up a telephone and 

request a service) 
 A mechanism to define service categories 
 A mechanism to define service standards 
 A mechanism to create SOPs (standard operating procedures) 
 A mechanism to define accountability with performance metrics and service level 

objectives  
 A mechanism to identify and socialize commitments and service assumptions to 

tenants, and agree on the reciprocal responsibilities of tenants 
 An approach that will extend to contractors and partners as part of the tenant-centric 

approach 
 A basis for communication  
 An envelope for new initiatives, projects and services to be vetted for inclusion  
 A deliverable that constantly requires input and feedback from tenants, including the 

Tenant Experience Advisory Group (TEAG) 
 

 An action plan has been created (refer to Appendix B). 
 
3. CONSULTATION 
 
 The Ten-X Framework was devised by an OCHC cross-departmental team. 
 Tenant consultation and engagement will be key to this initiative. As TEAG is reconstituted, 

tenants will review and provide input into the outcomes. 
 
4. KEY IMPACTS, BENEFITS & RISKS 
 
 Ten-X Framework is guided by a project charter and is therefore subject to formal reviews 

and reporting.   
 The Ten-X Framework is grounded in the existing Community Engagement Policy. 
 Tenants will have a voice in service delivery standards and organization commitments. 
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5. FINANCIAL IMPACT 
 
 There are no costs associated with this initiative.   

 
6. CONCLUSION 

 
 This initiative will extend to the end of 2020 and will be reported on a quarterly basis.   

 
7. RECOMMENDATION 
 
That the Board of Directors receive this report for information and discussion. 
 
APPENDICES 
 

A. TENANT EXPERIENCE EVOLUTION SINCE 2014 
B. ACTION PLAN 
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TENANT EXPERIENCE EVOLUTION SINCE 2014 

Year Change Tenant Impact 
 
 
 

2015 
 

Converted casual / residential workers to a dedicated 
team of Maintenance Workers for after-hours work 
 

Dedicated team for greater 
standardization 

Implemented a workgroup comprised of tenant 
representatives Tenant Experience Working Group to 
develop action plans from 2015 tenant satisfaction 
survey 
 

Greater involvement and 
transparency in decision-
making 

 
 
 
 
 
 

2016 
 

Unit modification standards and building cleanliness 
standards 

Providing greater evidence for 
pride of place, thereby creating 
an environment where tenants 
can hold each other 
accountable 
 

Integrated Pest Management Tenants have dedicated OCHC 
staff that understand and have 
an ability to assist them with 
pest issues, with assured 
follow-ups and by ensuring a 
proactive approach  
 

 
 
 
 
 
 
 

2017 
 
 
 
 
 

Changed lunch hour closures in the districts Greater access to area offices 
recognizing that this is 
extremely valued for tenants, 
as evidenced in the satisfaction 
survey 
 

ONE Number Greater access to “live” 
answer; reducing call-backs 
and ensuring follow-ups are 
done 
 

Introduced a functional orientation to the work and 
recently transitioned from 4 areas to 2 zones on the 
maintenance side (removing geographical boundaries) 
 

More direct avenue for tenants’ 
issues, by going to the root 
cause and less variation in 
work between districts 

 
 

2018 

Ramsey retrofit reintroducing 2 units for rental and 
creating a vision for tenant experience centres 

Early days of the vision for 
service centres and an avenue 
to start to introduce tenants 
towards self-serve and more 
interactive services 
 

 
 

2019 
 
 

Service Delivery Model Change Greater exposure for tenants 
with the frontline, with greater 
consistency in worker, as well 
as managerial, oversight in 
areas directly impacting 
tenants  

 

  

PENDING REVIEW 

APPENDIX A 
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Project Plan 
Ten-X Framework  

 

Phase 1  
Determine role of Tenant Service Promise  
Develop a future state structure for tenant-centric policies. (Subgroup: assumptions 
on expectations of service delivery and defining some of the challenges and 
limitations of service we are unable to provide) 
Create a ten-year tenant profile with client needs forecast 
Establish internal partner service level agreements for mission-critical departmental 
services 
Identify direct or indirect services impacting the tenant experience 
Conduct a current state review of the service delivery categories 
Establish Client Service Catalogue with clear service categories and client outputs 
Publish Tenant Perception of Services measure (Q-BIT measure) 
Provide Delivers Great Service competency training to all Tenant Experience 
employees 
Phase 2  
Develop a service standard for each client service category  
Develop a procedure and workflow(s) for each client service category 
Coach employees on Delivers Great Service 
Develop and implement playbook for Maintenance Services 
Develop evaluation structure for the Client Service Effectiveness Rating (Q-BIT 
measure) 
Design and implement standardized tenant “pulse checks” on the delivery of tenant 
services 
Phase 3  
Incorporate service standard criteria in RFP and service contract tendering processes 
Complete an impact analysis of the Ramsey client service model 
Complete plain language review of all client-facing forms and communication tools 
Assess the digitization of tenant files (Ramsey) for all service centres 
Provide vendor orientation and onboarding sessions on service standards 
Monitor and provide feedback to contract staff on delivery of outsourced services 
While maintaining the base, restructure the Tenant Survey (or other tool), to align 
with service standards and Q-BIT reporting 
Commence reporting on the Client Service Effectiveness Rating in Q-BIT 
Conduct 2020 Tenant Survey and incorporate in Tenant Perception of Services 
measure 
Establish baseline for Tenant Experience level of competence for Delivers Great 
Service competency 
Conduct an assessment of alignment on Call Centre and ONE Number services 
Integrate values-based elements of Communication Standards into OCHC 
competencies 

 

PENDING REVIEW 

APPENDIX B 

9



PENDING REVIEW 
 
 

- 1 - 

PROPOSED CHANGES TO THE HOUSING 
SERVICES ACT, 2011 
 
 

TO:  BOARD OF DIRECTORS 

MEETING DATE: June 20, 2019 

FROM: Jean Marc Carrière, Senior Manager, Tenancy Administration  
Debbie Mills, Senior Manager, Tenancy Administration 

PURPOSE: 
FOR INFORMATION 

To provide an overview of the proposed changes to the Housing 
Services Act, 2011.  

STRATEGIC 
OBJECTIVE: Nurture healthy, safe and inclusive communities 

NEXT STEPS: Provide feedback to the Ministry of Municipal Affairs and Housing 

 
 
1. EXECUTIVE SUMMARY 
 
 The Ministry of Municipal Affairs and Housing’s goal is to improve efficiency of 

the community housing system, to ensure value for money and long-term 
sustainability. 

 The following priority actions were determined: 
- Creating safer communities 
- Improving waiting lists and helping those most in need 
- Simplifying rent-geared-to-income rules 

 
2. CONTEXT 
 
 The Government of Ontario committed in their 2019 budget to implement a 

Community Housing Renewal Strategy to “help stabilize and grow Ontario’s 
community housing sector, making it more efficient, sustainable and easier to 
navigate for people and housing providers”. 
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 On April 17th, 2019, the Government of Ontario announced the details of their 
promised Community Housing Renewal Strategy (CHRS), which they say will 
“transform a fragmented and inefficient system into one that is more 
streamlined, sustainable, and ready to help people who need it most.” 

 The Ministry’s objectives are: 
- Encouraging tenants to seek opportunities at school and work by removing 

existing penalties for working more hours or going to college or university. 
- Making rent more predictable by simplifying rent calculations. 
- Freeing up the waitlist by having tenants prioritize their first choice and 

accept the first unit they are offered, while allowing the Service Manager 
flexibility to make exceptions in extenuating circumstances. 

- Making housing available to those who truly need it. 
- Making housing safer by empowering housing providers to turn away tenants 

who have been evicted for criminal activity. 
 
3. CONSULTATION 
 
 The Ministry of Municipal Affairs and Housing is seeking feedback on the 

proposed suite of changes by July 1st, 2019. 
 The report was received by the Client Services Committee on June 6th, 2019. 
 Tenancy Administration team will be working with our legal department to 

provide feedback by the due date. 
 
4. KEY IMPACTS, BENEFITS & RISKS 
 
 The proposed changes will have impacts on the delivery of social housing. 

- Creating safer communities 
• Refuse to offer a unit based on a previous eviction for a serious criminal 

offense or illegal activity. 
- Aim to reduce crime and gang-related violence. 
- Tenants will feel safer in their homes. 
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- Improving waiting lists and helping those most in need 
• Applicants must prioritize their choices and accept the first unit they are 

offered. 
- Help prioritize access for households most in need 
- Reduce the administrative burden on Service Managers and Housing 

Providers managing multiple offers 
- Reduce vacancy loss and shorten wait list by filling vacancies more 

quickly 
• Service Managers will have flexibility in extenuating circumstances. 

- Simplify rent-geared-to-income rules 
• To make calculating rent-geared-to-income (RGI) rent faster for Housing 

Providers and easier for tenants to predict and understand. 
- Households will be required to file income tax annually in order to 

qualify no matter the income level, suggesting that OCHC will need to 
review 15,000 incomes every year, which will add pressure on OCHC 
resources and supporting agencies (volunteers run tax clinics) 

- RGI calculations will be based on 30% of net income. 
- New calculation method is effective July 1, 2021. 
- Between July 1 and December 31, 2021, Service Managers/Housing 

Providers would be required to recalculate rent for all existing rent-
geared-to-income tenants using the proposed new rules, with a 
requirement to provide a consistent effective date for all tenants in the 
same building. 

- To modernize the rules to exempt income of all full-time students who 
are members of a household by removing disincentive for tenants to 
pursue full-time studies. 

- Exempt employment income for full-time students who are a member 
of a household.  

• Minimum Rent will increase by the rent increase guideline annually. 
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5. FINANCIAL IMPACT 
 
 There are no direct financial implications associated with this report. 

 
6. CONCLUSION 
 
 Given that the details remain unclear, staff will continue communicating with the 

Service Manager to obtain directive regarding the recently announced changes to 
the Housing Services Act, 2011.  

 
7. RECOMMENDATION (S) 
 
 That this report be received for information by the Board of Directors. 
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ORGANIZATIONAL CULTURE ROADMAP 
UPDATE 
 
 

TO:  BOARD OF DIRECTORS 

MEETING DATE: June 20, 2019 

FROM: Shaun Simms 
Vice President, People and Culture 

PURPOSE: 
FOR DISCUSSION 

To provide an overview of OCHC’s organizational culture journey 
and multi-year roadmap 

STRATEGIC 
OBJECTIVE: 

Foster an organizational culture of leadership, accountability and 
continuous improvement 

NEXT STEPS: Continue implementing the 2019 organizational culture work plan 

 
 
1. KEY DISCUSSION POINTS 
 
 What feedback, questions or suggestions does the Board have, based on the 

Organizational Culture Roadmap? 
 

 What does the Board believe are the most significant opportunities and 
challenges to this work?  

 
 What does the Board feel would be the best measure of the impact of our culture 

work?  
 
2. CONTEXT 
 

A key strategic goal for OCHC is to foster an organizational culture of leadership, 
accountability and continuous improvement. Over the last couple of years, OCHC 
has undertaken a journey to better define, and achieve, our desired culture. This 
work builds on OCHC’s strengths and reflects our core values of Collaboration, 
Accountability, Respect and Excellence. This journey began with the support of an 
external consultant who completed an Organizational Culture Assessment (OCA) to 
outline characteristics of the current and desired culture, using the Competing 
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Values Framework instrument. All levels of leadership were engaged in this first 
step through a formal survey and two workshops, with additional input gathered 
from frontline employees through discussion and first hand observation. A final 
report was received in May 2017 that outlined the findings and resulting 
recommendations from the OCA, the leadership workshops, and discussion with the 
executive team. See Appendix A for a summary of this work. 
Following this foundational piece of work, in late 2017 a new position of Vice 
President, People and Culture was created. This position highlights the importance 
of our people, as well as the importance of their involvement in working together to 
create our desired culture. 
 
Since the creation of this role, a number of key initiatives have been undertaken: 

‒ the development of a plan outlining some initial key steps, including the 
need for a shared vision of the desired culture and a Culture Roadmap 
(2018) 

‒ the OCHC Competency Model focuses on the core & leadership behaviours 
required for the desired culture (2018) 

‒ VP, People and Culture ‘Lunch and Chats’ engaged all employees through 
informal meetings to help define the desired culture, through OCHC 
Culture Statements, and provide input for the Culture Roadmap (2018) 

‒ a new Performance Development Program that reinforces core and 
leadership behaviours and formally establishes a coaching approach in the 
organization (late 2018/early 2019) 

‒ a multi-year Culture Roadmap and accompanying communications plan 
was completed (early 2019); see Appendices B and C 

 
OCHC’s culture work is intended to reinforce our strengths, as well as focus 
behaviours and align strategy for organizational excellence. The OCHC Culture 
Roadmap outlines a multi-year journey that includes strategies, programs and 
initiatives to engage our employees, build our partnerships, and serve our clients to 
support the achievement of our strategic goals.  

 
3. POTENTIAL IMPACTS, BENEFITS & RISKS 
 
 The Organizational Culture Roadmap, with associated multi-year work and 

communication plan includes the development of key measures to assess the 
progress of our journey. 

 This work focuses on building OCHC’s core and leadership behaviours, in 
alignment with the strategic plan to Foster an organizational culture of 
leadership, accountability and continuous improvement. 
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 This culture work will build on OCHC’s strengths, engaging both leaders and 
employees in the change journey. The plan will help to ensure that change 
management is supported properly and effectively undertaken. 

 
4. POTENTIAL FINANCIAL IMPACT 
 
 Some initiatives and program development to achieve our culture objectives will 

use external support. In 2019, some of the initiatives using external support will 
include facilitated sessions to engage employees in creating visual tools for the 
application of the culture statements; learning and development related costs for 
specific competency workshops; and the Employee Engagement Survey. 
Estimated costs were approved in the 2019 operational budget. 

 
5. CONCLUSION 
 
 The culture work outlined in our three-year road map of activities, programs and 

internal communication plan will engage both leaders and employees to reinforce 
desired culture behaviours, and align strategy to support the achievement of 
organizational excellence. 

 
6. RECOMMENDATION (S) 
 
 That this report on the status of the Organizational Culture Roadmap be received 

for discussion by the Board of Directors. 
 

APPENDICES 
 

A. SUMMARY OF 2017 OCAI FINDINGS 
B. OCHC ORGANIZATIONAL CULTURE ROADMAP 
C. CULTURE COMMUNICATION PLAN SUMMARY  
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APPENDIX A: SUMMARY OF 2017 OCAI FINDINGS 
 

 
 
 

CURRENT & DESIRED CULTURE: OCH OVERALL OCAI 
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The analysis was done on the 
following six dimensions of the 
organization:  
1. Dominant Characteristics 
2. Organizational Leadership 
3. Management of Employees 
4. Organization Glue 
5. Strategic emphasis 
6. Criteria of success 
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DRAFT QUALITATIVE DESCRIPTION: OCHC DESIRED CULTURE (2017) 
 A culture that promotes open communication, team collaboration, trust and respect for 

each other … a place where we can expect the best of each other 
 A place where leaders are coaches and facilitators, who foster an environment of 

learning and experimentation for continuous improvement, and high accountability.  
 An organization where priorities are clearly defined and aligned with strategy, processes 

are standardized and tenant-centered, resources are optimized, and partnerships in the 
community are leveraged to provide a positive tenant experience.  

 An environment where employees feel mentally, physically and emotionally engaged, 
people are valued, recognized and celebrated, and the best of all, OCHC is a rewarding 
place to work. 
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APPENDIX B:  OCHC ORGANIZATIONAL CULTURE ROADMAP 
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APPENDIX C: CULTURE COMMUNICATION PLAN SUMMARY 

 

The Communication Plan is a live document, being reviewed & updated regularly during 2019 – 2020+. 

TEAM  
Shaun Simms, Joanne Myles, Melany Chretien, Annette Jensen, Taylor Skirda (Champion) 
 

OBJECTIVES 
 

1. To create awareness and adoption of the OCHC Desired Culture with: 
 
Internal audience (current employees & new employees): 

a. To integrate OCHC culture into the everyday of staff through multiple mediums 
and initiatives involving staff.  

b. To raise awareness and bring clarification of the desired culture, build on 
strengths and rally behind changes needed. 

c. To get buy-in from OCHC’s management team and influence culture through 
their leadership. 

 
External audience: 

d. To attract potential talent (candidates) to work for OCHC due to workplace 
culture. 

e. To align and reflect OCHC’s desired culture in our strategic direction 
 

AUDIENCE 

1. Main audience is all OCHC staff (some communications may be targeted to 
Management only) 

2. Potential candidates 
3. Board and committees 
4. Vendors and Partners  

 

Key Message (s) Audience 
Culture Statements  

OCHC Goals  

OCHC Mission  

OCHC Values  

OCHC Competency Model  
 

RISKS AND ISSUES/ FINANCIAL RESOURCES   
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- It will be essential for leadership and staff to buy in to the new culture statements and 
adopt desired behaviours 

- Ensure communication is effective/ meaningful for employees; accessible to employees - 
adopt mobile-friendly platforms (i.e. maintenance or field workers without a desktop) 

- Effective use of financial resources to sustain a long-range impact    
- Ensure engagement in activities that promote culture  

 

BRIEFING NOTES FOR KEY MESSAGES 
 
Desired Culture statements: 
 
We are proud because every day we make a difference 
 
We work as if it is our own community - By communicating with respect, working 
together, focusing on quality and taking ownership in what we do and why we do it. 
We strive towards the future - By continually trying to improve what we do and learning 
from when we excel and when we could do better.  
We make every moment count - By engaging in decision making, sharing our creativity, and 
celebrating each other’s contributions and successes.  
 
OCHC Mission: 
As a leader in the delivery of quality, affordable housing, OCHC collaborates with others to 
develop safe and healthy communities.  
 
OCHC Strategic Goals: 

• Nurture healthy, safe and inclusive communities 
• Deliver quality services to every tenant, every home 
• Innovate to meet housing and financial needs 
• Foster an organizational culture of leadership, accountability and continuous 

improvement 
 
OCHC Values: 
Collaboration: Convening and working together with tenants, partners and neighbourhoods – 
listening, challenging and sharing – to understand and address the needs of our communities 
Accountability: Demonstrating integrity and responsible stewardship of our resources, expecting 
the best of ourselves and our colleagues 
Respect: Ensuring the dignity of all people and value of diversity demonstrated through our 
honest, caring and ethical interactions and practices 
Excellence: Providing the highest possible quality of responsive service – informed by 
meaningful consultation and delivered in a professional manner 
 
OCHC Competency Model: 
 
Core Competencies Leadership Competencies 
Delivers Great Service Leads People 
Builds Strong Work Relationships Leads Strategy 
Puts Learning to Work Leads Results 
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CULTURE COMMUNICATIONS: QUARTERLY WORK PLAN OVERVIEW19 

Q1 - 2019 
 Vendor Information Session 
 Job Shadowing Initiative 
 Employee Spotlight Interviews 
 Visual Assets 

Q2 - 2019 
 Employee Recognition Review  
 OCH Connect “Our Culture” page (intranet) 
 Interview with the CEO on OCHC Culture 
 FAQs on OCHC Desired Culture  
 Employee Engagement Survey & Action Plan 

Q3 - 2019 
 Corporate Onboarding Program 
 Competencies Model Visuals 
 Culture Statement Photo Contest 
 Review and Update of Strategic Plan: Culture Alignment 

Q4 - 2019 
 Performance Development Program: Update 
 All Staff 2019 Event 

2020 

 

 “Our Culture” page on OCHC website 
 Share and Learn Initiative 
 Talent Management/Succession Plan 
 Tenant Experience Survey 2020 
 Community Partnership Survey 2020 
 Culture Audit 

22



PENDING REVIEW 
 

 

 

CALDWELL CLADDING RETROFIT 
 
 

TO:  BOARD OF DIRECTORS 

MEETING DATE: June 20, 2019 

FROM: Diana Carr 
Director, Project Implementation, Asset Management 

PURPOSE: 
FOR INFORMATION 

To update the Board of Directors on a major retrofit project that 
will address both structural risks and improve tenant comfort, while 
also upgrading and renewing the community aesthetic. 

STRATEGIC 
OBJECTIVE: Innovate to meet housing and financial needs 

NEXT STEPS: Execution of the contract 

 
 
1. EXECUTIVE SUMMARY 
 
 A retrofit program for the Caldwell high-rises was developed in order to restore 

structural integrity to the walls by cladding over the existing walls with a new, 
framed, insulated assembly that also provides modern performance as it relates 
to thermal comfort as well as air and water leakage resistance. The program was 
developed based on the following:   
– Key findings from a condition evaluation by professional engineering firm 

which identified:  
 Inadequate structural connection of wall due to missing or discontinuous 

steel reinforcing/anchors.  
 Obsolete thermal performance and leakage resistance.   

– Operational reports of ongoing and widespread leakage issues.  
– The Social Housing and Apartment Improvement program (SHAIP) funding 

program provides opportunity to pay for the retrofit at 1485 Caldwell Avenue. 
Work at 1465 Caldwell Avenue is being completed in phases, with Phase 1 
(preparation), being completed this year under the 2019 Capital budget.   
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2. CONTEXT 
 
 The exterior building walls at 1465 and 1485 Caldwell Avenue were evaluated by 

a professional engineering firm, which identified that the wall construction was 
non-compliant with seismic (earthquake) loading requirements due to missing or 
discontinuous steel reinforcement.   

 The original wall assembly is also obsolete as compared with modern standards 
with respect to thermal performance and leakage resistance. Repairs to address 
leakage and thermal comfort issues have been ongoing. The masonry cladding is 
cracked, weathered, and also requires repair to maintain integrity of the exterior 
wall system. 

 Multiple management strategy options were evaluated for cost, short-term 
implications to tenants and staff, and long-term value. The selected option 
addresses structural issues while also providing a modern performing wall 
assembly.  

 OCHC received $19.7 million in funding through the Social Housing and 
Apartment Improvement Program (SHAIP).  The funds were to be used 
specifically to repair and upgrade high-rise buildings to reduce CO2 emissions.   

 The required retrofit at 1485 Caldwell was aligned with the SHAIP funding and 
was a candidate for funding. It was submitted to the City and was granted 
approval for inclusion in the SHAIP funding envelope.   

 The required work at 1465 Caldwell did not qualify under SHAIP Year 1 funding, 
so this will be completed with OCHC capital funds in phases. Phase 1 will address 
leakage issues, as well as provide the base preparation for the over-cladding; 
this work is currently ongoing. The remainder of the required work will be 
addressed in future years. 

 
3. CONSULTATION 
 
 This program was developed in consultation with internal and external 

stakeholders, including consultants, Tenant Experience, Community and Tenant 
Services, tenants, the ward councillor, and the City of Ottawa.  

 This report has been reviewed with the Portfolio Management Committee on May 
28, 2019. 
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4. KEY IMPACTS, BENEFITS & RISKS 
 
Benefits: 
 Restores Structural Integrity and Tenant Safety, which includes meeting modern 

structural code requirements. This reduces the safety risks related to seismic or 
severe wind loads shaking the brick in such a way that they could dislodge and 
fall. 

 Improves Tenant Comfort by providing a new modern performing wall assembly 
with increased thermal performance and leakage resistance.   

 Renews building aesthetics by overcladding the old brick walls and exposed 
concrete floor slab edges with a new modern metal cladding system.  

Risks: 
 Risk for overages and additional work due to concealed or otherwise unforeseen 

conditions, which would be paid through the Capital budget (and risk for other 
planned work being deferred as a result).  

 Risk that the renewed assembly impacts the existing building mechanical air 
make-up and heating systems due to increased thermal and air leakage 
performance. We will monitor this throughout and after the project.  

 That unforeseen conditions or inclement weather cause project delays which 
push substantial completion beyond the program deadlines or increase project 
costs. To mitigate this risk the project will be closely monitored and the City kept 
up to date on schedule with alternate SHAIP compliant projects be on standby to 
ensure all SHAIP funding is deployed before the target dates. 

 
5. FINANCIAL IMPACT 
 
 This building upgrade, for 1485 Caldwell only, is expected to be fully funded by 

the SHAIP funding program.  
 The upgrade to be completed at 1465 Caldwell will likely need to be completed 

from Capital reserves in future years, unless other funding sources become 
available. 

 
6. CONCLUSION 
 
 The building upgrades were found to be required to address both structural 

(seismic) issues and tenant comfort due to widespread systemic problems with 
leakage and poor thermal performance.  

 The retrofit strategy introduced addresses these needs while also providing long 
term benefits to the Corporation, as it removes large amounts of ongoing costs 
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to address leakage, deteriorated brick and concrete, as well as previous 
maintenance costs going forward.  

 The retrofit will substantially improve the aesthetics of the building and will 
provide improved comfort to tenants 

 The retrofit strategy may form the basis for a new strategy of 
building/community upgrades across the portfolio.  

 
7. RECOMMENDATION (S) 
 
 That this presentation be received by the Board of Directors for information.  

 
APPENDIX 
 

A. 1485 CALDWELL SEISMIC UPGRADE AND BUILDING OVERCLAD (PRESENTATION) 
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APPENDIX A:
1485 CALDWELL AVENUE:
SEISMIC UPGRADE AND BUILDING OVERCLAD
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PROJECT BACKGROUND

 Both 1465 and 1485 Caldwell built circa 1973
 Wall evaluation by engineering consultant identified:

– Exterior Walls Have Through-the-wall (TTW) brick
– Very poor insulation (1” only)
– Does not meet today’s Building Code Seismic Requirements
– Consultant urges Seismic Reinforcement of both buildings by 

end of 2022 (5 years from 2017 Report date)
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THERMOGRAPHY
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NEW EXTERIOR WALL CONSTRUCTION

 New exterior wall design developed with our consultant, 
includes:
– Seismic repairs from exterior – add steel bracing in the form of an 

exterior steel stud wall anchored to exposed concrete slabs
– New exterior air and vapour barrier – liquid applied
– Add insulation – new mineral fibre insulation installed within new 

exterior steel stud wall
– Install new steel siding 
– Final aesthetic design concept selected by OCHC tenants

 $4 million funding provided by SHAIP 
– Funding secured because of increasing exterior insulation

• Completion Deadline: March 31, 2020
 1465 Caldwell Exterior Wall Repairs

– Paid by Capital Fund - funding currently not available for full reclad
– Sealant and Waterproofing Paint (to match new 1485 design) 30



SELECTION OF EXTERIOR DESIGN?

 Architect Commissioned as Part of Engineering Design
 Different Materials Considered

– Steel Panel Siding Selected
• Durable and low maintenance
• Various design/colour options

– Light Grey/Dark Grey Colours Selected by OCHC
• Timeless and good dirt resistance

 12+ Exterior Design Renderings Produced
– Narrowed to 6 by interior OCHC review
– Narrowed to 2 by OCHC Executive vote

 Final Design selected by Caldwell Community
– Tenants from 1465 & 1485 and townhouses have voted on final 

design
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FINAL DESIGN CONCEPT RENDERING
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TIMELINE/KEY NOTES

 Contract awarded to Graebeck Construction
 Construction start: May 2019
 Completion expected by end of March 2020

– March 2020 deadline for SHAIP funding. The project will be closely 
monitored, with alternate SHAIP compliant projects on standby to 
mitigate the risk of any scheduling delays and to ensure all SHAIP 
funding is deployed before the target dates.

 Final design selection by tenants
– Door-to-door campaign + posters
– Info booth at Winter Carnival
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TIMELINE/KEY NOTES (CONTINUED)
 Impact on Tenants

– Ground level hoarding for access equipment
– Some loss of privacy
– Loud noises
– Balcony access for work
– Long construction duration
– Shorter duration per unit
– 1465 upgrades are not as substantial
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NEXT STEPS

 In cooperation with TE and CD, continue a strong tenant
communication strategy regarding construction schedule and
impacts

 Closely monitor construction for both timing and budget to
ensure compliance with SHAIP requirements

 Monitor the implementation approach and apply any learnings
to the Overclad Program methodology

 Provide feedback to the Portfolio Management Committee upon
completion of the project on lessons learned and feasibility of
implementing this approach as part of a broader Tower
Renewal Strategy
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CONSTRUCTION UNDERWAY
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2018 VOLUNTEER ENGAGEMENT PROGRAM

TO: BOARD OF DIRECTORS

MEETING DATE: June 20, 2019

FROM: Angela Bégin
Manager, Volunteer Engagement 

PURPOSE:
FOR INFORMATION

To inform the Board of Directors of the work of OCHC’s Volunteer 
Engagement Program in 2018

STRATEGIC
OBJECTIVE:

Nurture healthy, safe and inclusive communities

NEXT STEPS:

PENDING REVIEW
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QUANTITATIVE DATA

• Projects were focused on benefitting 
OCHC tenants and most activities were 
driven from tenant input 

• Volunteers completed projects in 30 
different communities

• 32 external groups volunteered and of 
these, 84% were returning from 
previous years

• In 2018, over $30,000 was received in 
donations from corporate partners
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QUALITATIVE DATA

 Volunteer Satisfaction Survey administered in 2018
– 108 participants (11% of volunteers)

 Highlights:
– 93% feel motivated to contribute to future OCHC events
– 93% feel that the event was well organized
– 91% enjoyed the volunteer tasks that they were assigned
– 97% feel that their time and effort is appreciated by OCHC
– 96% feel a sense of accomplishment from participating in the 

event
– 89% feel they made a positive impact on the community
– 67% feel that the volunteer event allowed them to reflect on what 

it means to live in social housing 
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UNITED WAY @ WOODLANDS
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VINCENT MASSEY STUDENTS @ RUSSELL HEIGHTS
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TEAM OCHC @ 1030 DU PÈRE CHARLEBOIS
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DNA GENOTEK @ 280 ROCHESTER
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Questions
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CEO OPERATIONAL REPORT 
 
 

TO:  BOARD OF DIRECTORS  

MEETING DATE: June 20, 2019 

FROM: Stéphane Giguère 
Chief Executive Officer 

PURPOSE: 
FOR INFORMATION 

To update the Board of Directors on current key operational 
matters  

STRATEGIC 
OBJECTIVE: 

To foster an organizational culture of leadership, accountability and 
continuous improvement 

NEXT STEPS:  

 
 
1. CHIEF EXECUTIVE OFFICER 
 OCHC toured CCOC's new building on Arlington Street. 
 OCHC and Councillor Fleury teamed up with residents in Beauséjour Community for 

a community cleanup. 
 OCHC's Beauséjour community celebrated their 40th anniversary. 
 OCHC attended a round table discussion with the Hounourable Catherine McKenna, 

MP, the Honourable Jean-Yves Duclos, MP and the Honourable Adam Vaughn, MP 
on the National Housing Strategy and MP Adam Vaughn. 

 OCHC met with Dr. Levy, Vice-President, Medical Affairs and Innovation at Canadian 
Blood Services. 

 OCHC met with Deputy Chief Steve Bell from the Ottawa Police Services to discuss 
our partnership. 

 OCHC spoke with Danielle Cécile, Executive Director at the Office municipal 
d'habitation de Montréal about sharing data. 

 OCHC and Toronto Community Housing Corporation have entered in to a data 
exchange agreement in an effort to improve their organizational effectiveness.  

 I attended the Youth Futures Annual Celebration BBQ. The BBQ is a celebration of 
the youth, families and dedicated stakeholders of the Youth Futures program. The 
youth have been working hard every weekend since February to improve their 
leadership skills and employability. This event serves to honor their efforts and usher 
them into the final stage of the program: a six-week summer job. 

 We held our AGM on June 12, 2019 where we presented OCHC’s 2018 highlights to 
City Council. 
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 OCHC's All Staff picnic took place at Britannia Park on Carling Avenue. 
 OCHC attended the Future of Health and Wellness Speaker Series at Algonquin 

College where Dr. Alex Munter, President and CEO of the Children’s Hospital of 
Eastern Ontario spoke was the keynote speaker.   

 I attended the Launch of the 2019 Welcome Ottawa Week hosted by the Mayor and 
the Ottawa Local Immigration Partnership. 

 OCHC attended the celebration for Shelter Mover's 200th move. Shelter Movers 
helps those affected by domestic violence relocate. 

 The OCH Foundation held their AGM on June 18th. 
 
2. ASSET MANAGEMENT & FINANCE 
 811 Gladstone development proposal to go to Planning Committee on June 12 for 

approval. 
 Caldwell high-rise cladding retrofit launched.  Program will see a complete retrofit of 

cladding to extended service life, earthquake resistance and improve aesthetics. 
 A public tender has been issued for the elevator service contract.  The tender is for 

a five-year service contract with a possibility of extensions after five years. 
 Richelieu retrofit is in progress and on track. 
 
3. ORGANIZATIONAL EFFECTIVENESS 
 Government Relations and Instagram strategies under development. 
 Prepared multiple briefing notes:  

– CHRA Response to Bill C-97 
– Ontario's Housing Supply Action Plan 
– Federal and provincial budgets for 2019 
– Impact of the Low Carbon Cities Canada 
– Police Act Reforms 

 Developing videography resources and web site updating. 
 Promoted spring cleanup and the Beauséjour community’s 40th anniversary in the 

media. 
 Revamping the Tenant newsletter with an online blog platform . 
 Developed and piloting a scaled service approach to provide consistent and 

sustainable communications support. 
 New Governance Policy to be discussed with each Committee over the summer and 

presented to Board for approval in September 2019. 
 Initial committee consultations on Environmental Scan completed in April/May; 

internal research and consultation continuing with a h revised delivery date for Q3, 
2019. 

 Developing a Tenant Service Delivery Policy in conjunction with Tenant Experience 
that will be used to update and inform service standards and procedures for critical 
tenant services. 

 Introducing Microsoft Teams (replacement of skype) with staff training. 
 Piloting video conferencing using Zoom software. 
 Digitalization of tenant files project launched; targeting end of year completion. 
 P-Card testing and training documentation completed. 
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 SharePoint EDRMS project timeline revised for Asset Management to have a phased 
approach due to the complexity of the design, volume, and current state of 
documents. 

 2019 – 2021 IT Strategy Roadmap under development. 
 Northgate Upgrade scheduled for the fall, including a modernized user interface. 
 IT Change Request Process review underway utilizing Lean - kaizen event planned 

for June 10th to 12th. 
 
4. TENANT EXPERIENCE 
 Ward update meetings have begun with city councillors. These meetings are held 

annually at the City with councillors and their staff. OCHC staff as well as the CEO 
provide insights into upcoming community events, capital projects and challenges 
within their respective wards. In turn, staff also hear first-hand of any issues or 
interests the Councillors may have for the upcoming year. 

 OCHC staff are participating on several workgroups at the City, as they prepare a 
mid-term refresh of their 10-year Housing and Homelessness plan. This work is 
timely, as it comes in parallel with recently-announced legislative changes related to 
housing administration.  

 Service Excellence Week (SEW) is being held during the week of June 17-21. This is 
an annual event which provides an opportunity to celebrate tenants and staff, as 
well as nominate employees for staff choice awards. Several activities are planned in 
each area office with a focus on tenant events. A calendar is provided below: 

Staff Events: 
– Picnic June 13, 2019 – sponsored by the social committee 
– Breakfast SEW launch June 17, 2019  
– Staff Kudos Board 
– Staff Choice Awards – Voting begins May 27, 2019-June 30, 2019 
– Staff activity at offices – What does Inclusivity at OCHC mean to you? 
Tenant Events: 
– SWAG wheel at all OCHC offices 
– Refreshmentsfor tenants visiting offices 
– Community Safety Services community engagement - SWAG  
– SEW survey re: OCHC services (special swag) 
– Tenant activity at offices – What does Inclusivity at OCHC mean to you? 
– Community Events – locations to be confirmed  
– District-Based Committee June 19, 2019 – SEW cake, swag and survey 

 
5. PEOPLE AND CULTURE/HR 
 Performance Development Program – 2019 Goal Setting is 80% complete. 
 Launched Summer Student Program with the integration of 37 Summer Students 

with an orientation, mandatory safety training, and BBQ lunch; planning for Heat 
Stress training underway. 

 Enhanced recruitment outreach through a renewed contract with LinkedIn. 
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 Recruited a Talent Management Specialist for the enhancement of corporate talent 
management programs to drive performance, development and coaching, and 
reinforce culture shift. 

 Conducted mandatory training on asbestos and chainsaw training for applicable 
employees; e-learning for Community Safety Reporting Procedure, and planning is 
underway for firestop training and related Fire Life Safety training. 

 Planning underway for upcoming training initiatives including - Introduction to Lean, 
Residential Tenancy Act, How to Prepare a Legal Case, Mental Health First Aid and 
Community Safety Services training day. 

 Continued our progress on the implementation of safety initiatives:  
– Respiratory protection program being developed to protect workers from 

related hazards;  
– Collaboration underway to identify and mitigate any potential safety risks for 

volunteers under OCHC’s Volunteer Program; 
– Conducted risk assessment and safety training with landscape team. 
– Established a working group to assess and mitigate potential risks with 

working at heights. 
– Rolled out three new Safe Work Practices to maintenance staff and 

management over nine information sessions. 
 Engaged third party expertise to pilot complex disability case management 

support and to develop physical and cognitive demands assessments. 
 Initiatives underway to strengthen Wellness Programs – development of Peer 

Support Program underway, HR team to pilot the Virgin Pulse Global Health and 
Wellness Challenge - a wellness initiative to build healthy habits and increase job 
satisfaction and productivity. 

 Corporate-wide employee engagement survey conducted June 3-21, 2019. 
 Culture Change Roadmap -  

– Job Shadowing Initiative generated 80 participants; learning exchanges took 
place June 10-21, 2019. 

– Spring Update and Employee Service Recognition conducted (with CEO and 
VP, People and Culture, and Director, HR) at each office. 

 
6. COMMUNITY AND TENANT SUPPORT 
 OCHC continues to work with the Champlain LIHN and health and social service 

partners to develop a pilot project in the west end of Ottawa to implement a 
coordinated primary care model in two seniors buildings and one non-seniors’ 
building. Meetings are now organized for all the agencies that send care staff into 
these three buildings. 

 Community and Tenant Support and Tenant Experience staff have been meeting 
with the City Housing Branch through the Homelessness Prevention Working Group 
to define the scope of the homelessness challenge in Ottawa 

– Developing a pilot to provide a congregate supportive housing living 
environment, within a larger building. for tenants seeking to achieve and 
remain in recovery  
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 OCHC is continuing to work with social enterprise partners to promote social 
procurement amongst large public institutions (e.g. municipalities, universities, 
school boards, hospitals, etc.) 

 Community Developers have completed their consultation with 35 tenant groups on 
the formal tenant engagement structure. A report has been developed for the June 
Client Services Committee. 

 Community Development team has struck two working groups: one to create an 
annual community-level planning tool and the second to renew the CD strategic 
plan. 

 Continuing to plan and deliver training to tenants on mediation, food handling and 
Mental Health First Aid. 

 In negotiations with UQAM to conduct a multi-year study of the health and social 
benefits to tenants of community and civic engagement. The primary benefit to 
tenants of this study will be the employment of approximately ten tenants as paid 
peer researchers. 

 2019 Community Capital Fund (CCF) projects were decided in April by a selection 
committee comprised of three tenants and two staff. 49 communities applied for 
funding. 35 communities were awarded grants covering all or some of their 
requests. 

 
7. RECOMMENDATION 
 
 That the Board of Directors receive this report for information. 
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S  
Ottawa Community Housing Corporation 

Tenant Advisory Group Meeting 
Approved Minutes 

 
39 Auriga Drive                                               Date:  March 19, 2019 
  Ottawa, Ontario                         Meeting Start Time: 5:30 p.m. 
 
 
 
 
 
TAG Members:  Mr. Patrick Cassidy; Mr. Danny Roberge; Ms. Jennifer Phillips; Mr. Chris 

Shute, Mr. Ronald McCooeye  
 
OCH Staff: Mr. Brian Gilligan, Vice-President, Community Development; Ms. Lynne 

Williams, Coordinator, Community Development  
 
Guests: Ms. Katherine Papineau, DBC Vice-Chair (East); Francine Kyer, DBC Vice-

Chair (Central), DBC Vice-Chair (South) 
 
Absent: Mr. Paul-Emile Fortin; Ms. Zeinab Mohamed; David Humphries; Ms. Ramla 

Cainan 
  
 
AGENDA 

 
  

1. Opening and Welcome  
  
2. Review and Approval of Agenda  
  
3. Review and Approval of Minutes of January 15th, 2019  

  
4. Review of the Board Package for March 21, 2019  

 
5. Presentation on Turn Over 

Presenter: Dominique Murray 
 

6. TAG Staff Award 
Presenter: Brian Gilligan 
 

7. Tenant Welcome Wagon Project 
        Presenter: Brian Gilligan  
 
8. Information and Planning Items  

• Development of the Formal Tenant Engagement Structure - Update  
• Disposal of old Air Conditioners 
• Agenda for Joint DBC meeting 
• Agenda for May 2019 TAG meeting 

  
9. Next Meeting: May 21, 2019  
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1. Opening and Welcome 
 
Mr. Gilligan welcomed members and guests. 
 
 

2. Review and Approval of Agenda 
 

Moved by: Mr. Cassidy 
Seconded by: Ms. Phillips 

 
That the agenda of the March 19, 2019 TAG meeting be approved with the following 
amendment: 
 
- The presentation by Ms. Dominique Murray on Turn Over be postponed to the May 

TAG Meeting. 
- Presentation on the Community Development’s 2018 Activities 
 
Carried  

 
 
3. Review of Minutes of January 15, 2019 
 

Moved by: Ms. Phillips  
Seconded by: Mr. Cassidy 
 
That the Minutes of the January 15, 2019 Tenant Advisory Group meeting be approved as 
written.  
 
Carried 
 
 

4. Review of the Board Package for March 21, 2019 
    

Members reviewed the Board package. Questions were raised around tenant participation 
on OCH workgroups, Committees and Board. Mr. Gilligan noted that a process review is 
currently underway. 
 
 

5. Presentation on the Community Development’s 2018 Activities 
 
Mr. Gilligan gave an overview of OCH’s Community Development activities in 2018 noting 
that many programs are dependent on year-to-year funding. The most striking feature is 
the increase in active tenant volunteers to over 700. 
 

 
6. Presentation on Turn Over 
 

The staff presentation on unit turnover was postponed to the next TAG meeting. In 
response to a question, Mr. Gilligan briefly described the vision to develop affordable 
housing along current and future transit routes 
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TAG members expressed interest in receiving an update from an Asset Management Staff 
on OCH redevelopment projects at an upcoming TAG meeting. 
 
 

7. TAG Staff Award 
 
TAG members proposed four staff members as possible recipients of the TAG Staff Award. 
Mr. Gilligan will develop and share bios on each staff member to assist TAG members to 
select a winner. 
 
TAG members suggested sending a letter to the other three 3 other staff to recognize that 
they were nominated for their outstanding work. 
 
 

8. Tenant Welcome Wagon Project 
 
TAG members discussed their desire to develop “Welcome Wagon” material to assist 
tenant groups to help newcomers to their communities. A community engagement tool 
from Alberta entitled “Great Neighbours” was reviewed and may be adaptable to OCH 
communities.  
 
 

9. Information and Planning Items 
 
Review of the Formal Tenant Engagment Structure - Update 
 
A decline in tenant participation, diversity and engagement at formal DBC meetings, and 
TAG, Board and Committees has triggered a review of OCH’s Formal Tenant Engagement 
Structure.  
 
Community Developers were asked to attend three different regularly scheduled tenant 
group meetings to consult and pose a set of questions to tenants. A review of tenant 
responses will follow. 
 
Disposal of Old Air Conditioners 
 
Mr. Gilligan will provide information to TAG members on the OCH Air Conditioner 
Program. 

 
         Wi-Fi in Common Rooms:  

 
Mr. Gilligan provided a brief update on the Wi-Fi pilot in common rooms being considered. 
 
Agenda for Joint DBC Meeting 
 
TAG members are encouraged to attend the June 19th Joint DBC meeting which will be 
held in the gymnasium at 1485 Caldwell 
 
Agenda for May 2019 TAG meeting 
 
A draft TAG agenda for the May 21st meeting will be distributed to TAG members  
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1 month prior to the TAG meeting to request additional agenda items. 
 
TAG Members interested in hosting an upcoming TAG meeting in their community, are 
requested to advise Mr. Fortin and Mr. Gilligan. 
 
 

10. Next TAG Meeting 
 The next TAG meeting is scheduled for Tuesday, May 21, 2019 at 5:30 p.m. 
 39 Auriga Drive.  
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DYNAMIC RESOURCE SCHEDULER AND 
MOBILE APPLICATION PROJECT CLOSEOUT 
REPORT 
 

TO:  BOARD OF DIRECTORS 

MEETING DATE: June 20, 2019 

FROM: Michael Wilson 
Vice President, Organizational Effectiveness 

PURPOSE: 
FOR INFORMATION 

To report on the completion of the Dynamic Resource Scheduler & 
Mobile Application implementation project 

STRATEGIC 
OBJECTIVE: 

Deliver quality services to every tenant, every home 
Foster an organizational culture of leadership, accountability and 
continuous improvement 

NEXT STEPS: Continue to monitor system feedback and implement 
enhancements in accordance with change control procedures  

 
 
1. EXECUTIVE SUMMARY 
 
 OCHC recently completed the replacement of the property maintenance 

scheduling software and associated mobile application. 
 The Dynamic Resource Scheduler automatically schedules work orders and the 

mobile application allows maintenance workers to receive and action assigned 
work.  

 The system improvements support the recent changes to the Maintenance 
Service Delivery Model and provide flexibility as needs evolve. 

 The cross-departmental collaboration and focus on change management strongly 
contributed to the success of this project. 

 
2. CONTEXT 
 
 In 2014, OCH implemented major new technologies that modernized many 

frontline tenant services and building maintenance approaches.  
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 Technical support for the existing maintenance scheduler and mobile application 
was set to expire on March 31, 2019.  

 OCHC took this opportunity to update business requirements and evaluate 
system options based on defined criteria and risks. 

 OCHC selected the Kirona DRS and Mobile Application package. 
 The solution went live as planned on April 8, 2019 and is now supporting the 

work of approximately 200 OCHC users.  
 A post-mortem will be scheduled in Q2, 2019 to capture lessons learned.  

 
3. CONSULTATION 
 
 The DRS and Mobile Application implementation project was approved by the 

Senior Executive Team and was included on the Corporate Work Plan. 
 The project was led with joint representation from IM/IT and impacted teams. 
 The status and go-live plan were presented to the Extended Leadership Team on 

March 20, 2019. 
 This closeout report was received by the Senior Executive Team on May 8, 2019 

and by the Corporate Performance Committee on May 30, 2019.  
 
4. KEY IMPACTS, BENEFITS & RISKS 
 
 The solution integrates with existing systems and offers improvements to 

increase efficiencies and reporting capabilities such as:  
‒ dynamic re-optimization of schedules within work order target timelines 
‒ accurate travel time calculations 
‒ drag-and-drop functionality 
‒ dynamic forms 

 These changes will result in improved service delivery to tenants. 
 
5. FINANCIAL IMPACT 
 
 The budgeted five-year total cost of ownership was $704,075, including: 

 License: $320,000  
 Support: $277,875  
 Professional Services: $106,200 

 The projected actual spend is $711,950 due to the requirement for 4.5 additional 
Professional Service days.  
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6. CONCLUSION  
 
 The DRS and Mobile Application solution was implemented as planned and 

considered a success.  
 System feedback will continue to be monitored and enhancements will be 

implemented in accordance with change control procedures. 
 

7. RECOMMENDATION 
 
 That this closeout report on the successful implementation of a new Dynamic 

Resource Scheduler and Mobile Application be received by the Board of Directors 
for information.  
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BRIEFING NOTE 

CHRA RESPONSE TO BILL C-97 

 

OBJECTIVE  Provide a summary to Senior Management and Board members of the 
response sent to the Hon. Jean-Yves Duclos, Minister of Families, Children, and 
Social Development, by the Canadian Housing and Renewal Association 
(CHRA) following the introduction of the “National Housing Strategy Act.” Also 
provide a summary of the Canadian Alliance of Non-Profit Housing 
Associations’ (CANPHA) key principles for the establishment of the new Canada 
Housing Benefit.  

BACKGROUND  On April 8th, 2019, the Minister of Finance introduced Bill C-97 in the House of 
Commons. This bill is meant to implement provisions of the Government’s 
most recent budget, which was tabled on March 19th, 2019. 

Within Bill C-97, new legislation known as the “National Housing Strategy Act” 
is embedded. This legislation proposes to “further the progressive realization 
of the right to adequate housing, as recognized under the International 
Covenant on Economic, Social, and Cultural Rights (ICESR).” Specifically, this 
Act would: 

• Require the that a National Housing Strategy (NHS) be adopted and 
maintained, and that progress on outcomes and goals be reported to 
Parliament annually. 

• Establish a National Housing Council to provide advice to the Minister on 
questions related to the NHS to improve outcomes.  

• Create a Federal Housing Advocate, with support from the Canadian 
Human Rights Commission to identify systemic housing barriers faced 
by vulnerable groups and to report to the Minister and Parliament 
annually. 

Along with the legislation, the Government announced $68.6 million to create 
a new resource centre managed by the Community Housing Transformation 
Centre to build a “strong and resilient community housing sector.” The 
resource centre will also manage two programs under the NHS: 

• A Sector Transformation Fund to provide non-repayable contributions 
that “support building strong and resilient community housing sector.”  

• A Community-Based Tenant Initiative to “provide contributions to local 
organizations whose purpose is to assist people in housing need, 

57



 

support tenants in accessing information on housing options, and 
encourage better participation in housing decisions that affect them. 

BRIEFING 
SUMMARY  

On April 17th, 2019, the CHRA sent a letter to Minister Duclos suggesting some 
amendments to the Government’s proposed legislation: 

• That an explicit reference to the right to housing for Indigenous peoples 
be included, as well as a separate urban and rural Indigenous housing 
strategy. 

• Add a clear statement that the National Housing Advocate will report to 
Parliament. 

• That meaningful mechanisms be implemented to ensure that the 
National Housing Council or the Housing Advocate can assess and make 
recommendations on policies where there are systemic issues or 
concerns about compliance with housing policy.  

• That the text outlining the progressive realization of a right to housing 
be moved from the preamble of the legislation to the body, so that it 
has greater force of law. 

• That the Bill be amended to change the reporting from the Minister to 
Parliament on the status of the NHS from every three years, to an 
annual report.  

While they acknowledged that this was an historic moment for the country, 
they said their proposed amendments would “strengthen the legislation and 
(its) accountability measures.” 

At the same time the CHRA released these recommendations, the (CANPHA), 
of which CHRA is a member, also released a set of key principles for the 
development of the new National Housing Benefit (NHB). The NHB is a $4 
billion program that was announced through the NHS and will be fully enacted 
in 2020. The program is expected to deliver an average of $2,500 per year to 
eligible households. 

CANPHA has developed the following list of key principles: 

• The NHB must be seamlessly integrated with existing provincial and 
territorial housing programs, where they exist. 

• Benefits under the NHB must be in addition to provincial dollars, and 
not serve to offset them. 

• Residents of non-profit and social housing who are not fully subsidized 
should not be excluded from receiving the NHB. 

• Eligibility to the program should be based on income thresholds, with 
different thresholds for different parts of the country. 
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• That proper evaluation of the program be conducted to assess whether 
it is meeting its intended objectives.  

IMPACT TO 

OCHC   

As leaders and innovators in the affordable housing sector, OCHC continues to 

monitor legislative developments at all three levels of government, as well as 
reactions and pronouncements from industry associations such as the CHRA 
and CANPHA. 

The amendments to the National Housing Strategy Act would likely have 
indirect positive impacts on OCHC through increased accountability and 
transparency.  

As for CANPHA’s key principles for the NHB, they would likely have a positive 
impact for OCHC tenants living in below market rent accommodations, or those 
who pay market rent but may end up qualifying for the benefit.  

CONCLUSION  As the CHRA acknowledged in their communication with Minister Duclos, the 
new legislation is an important step towards making housing a right for all 
Canadians. The Bill is still being studied by Parliament, and amendments may 
still be made before it is adopted in its final form. We will continue to monitor 
whether any significant amendments are made.  

No further action is recommended at this time.  

SUPPLEMENTAL 
INFORMATION/ 
RESOURCES  

CHRA Response – National Housing Strategy Act 

CANPHA Key Principles 

News Release – National Housing Strategy Act 

Bill C-97 (Budget Implementation Act) 

DATE 

PREPARED:  
May 14th, 2019 

PREPARED BY: Nathaniel Mullin 
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https://chra-achru.ca/en/news/chra-releases-response-to-national-housing-strategy-act-and-canada-housing-benefit
https://chra-achru.ca/sites/default/files/canada_housing_benefit_-_canpha_key_principles_0.pdf
https://www.cmhc-schl.gc.ca/en/media-newsroom/news-releases/2019/stronger-national-housing-strategy
https://www.parl.ca/LegisInfo/BillDetails.aspx?Language=E&billId=10404016
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