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39 Auriga Drive, OCHC Board Room 
 

 

AGENDA 

4:30 PM 1. Welcome from Chair and Call the Meeting to Order   

4:32 PM 2. Approval of Agenda 1 

4:33 PM 3. Confidentiality and Conflicts of Interest Declarations 5 

4:35 PM 4. Chair's Verbal Update   

4:40 PM 5. CEO's Update   

    PRESENTATION   
4:45 PM 6. Departing Board member Claude Lloyd and Ben Sorensen   

    FOR APPROVAL   
4:50 PM 7. Approval of the minutes - January 17, 2019 6 
4:51 PM 8. Infrastructure Ontario Refinancing Activity 2019 - 2022 (Greg Finnamore) 16 
5:00 PM 9. Motion - 10-Year Plan (Cliff Youdale) 24 
5:10 PM 10. Governance Effectiveness Evaluation (Brent Schwieg) 25 
5:25 PM 11. Refresh of OCHC Code of Conduct (Devin Winson) 36 

    FOR INFORMATION and DISCUSSION   
5:35 PM 12. Tenant Advisory Group (Paul Fortin, verbal)  
5:40 PM 13. Motion - 811 Gladstone City's Application and Consultation  

(Rob MacNeil and Cliff Youdale)  
52 

5:50 PM 14. Air Conditioner Standard and Implementation (Shaun Simms, verbal)  
5:55 PM 15. Tenant Experience Performance Report (Guy Arseneau and Alain Cadieux) 53 
6:05 PM 16. Tenant Experience Advisory Group (TEAG) Update Report (Guy Arseneau) 76 
6:15 PM 17. Briefing Note - Tenant Insurance (Guy Arseneau) 106 
6:30 PM 18. Corporate Work Plan Performance Summary (Brent Schwieg) 114 
6:40 PM 19. Network Modernization Project (Michael Wilson) 122 

    BULK CONSENT   
6:50 PM 20. CEO Operational Report (Stéphane Giguère) 126 

 21. Tenant Advisory Group (TAG) minutes - November 20, 2018 131 
 22. Refresh of Health and Safety Policy (Devin Winson) 135 
 23. Capital Spend Update - December 31, 2018 (Greg Finnamore) 152 
 24. Financial Accountability and Performance Monitoring - December 31, 2018  

(Greg Finnamore) 
157 

 25. Community Index of Engagement Levels (CIEL) Q-Bit Measure  
(Brian Gilligan & Brent Schwieg) 

166 
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    BOARD COMMUNICATION DOCUMENTS   
 26. Memo - Climate Change: Spring Flood Preparation 175 
 27. Increasing Housing Supply in Ontario Submission 176 

6:55 PM 28. Inquiries from the Board   

7:00 PM 29. Motion to Adjourn   

Next meeting – May 23, 2019 at 4:30 PM 39 Auriga Drive, OCHC Head Office 
 



RÉUNION DU CONSEIL D’ADMINISTRATION 
Le 21 mars 2019  16 h 30 

39, promenade Auriga, Salle de conférence de LCO 
 

 

ORDRE DU JOUR 

16 h 30 1. Mot de bienvenue du président et ouverture de la séance   

16 h 32 2. Approbation de l’ordre du jour 1 

16 h 33 3. Déclarations de confidentialité et de conflits d’intérêts 5 

16 h 35 4. Le point du président (de vive voix)    

16 h 40 5. Rapport du PDG   

    PRÉSENTATION   
16 h 45 6. Membres sortants du Conseil (Claude Lloyd et Ben Sorensen)   

    POUR APPROBATION   
16 h 50 7. Approbation du procès-verbal de la réunion du 17 janvier 2019 6 
16 h 51 8. Financement d’Infrastructure Ontario 2019 (Greg Finnamore) 16 
17 h 00 9. Motion relative au plan décennal (Cliff Youdale) 24 
17 h 10 10. Évaluation de l’efficacité de la gouvernance (Brent Schwieg) 25 
17 h 25 11. Actualisation du Code de conduite de la SLCO (Devin Winson) 36 

    POUR INFORMATION et DISCUSSION   
17 h 35 12. Groupe consultatif des locataires (Paul Fortin, rapport verbal)  
17 h 40 13. Motion relative à la demande de la Ville et à la consultation connexe concernant le 

811, av. Gladstone (Rob MacNeil and Cliff Youdale)  
52 

17 h 50 14. Mise en œuvre d’une norme sur la climatisation (Shaun Simms, de vive voix)  
17 h 55 15. Rapport sur le rendement de l’expérience des locataires (Guy Arseneau et Alain Cadieux) 53 
18 h 05 16. Rapport de mise à jour du Groupe consultatif sur l’expérience des locataires (GCET) 

(Guy Arseneau) 
76 

18 h 15 17. Note d’information – Assurance locataire (Guy Arseneau) 106 
18 h 30 18. Résumé du plan de travail ministériel (Brent Schwieg) 114 
18 h 40 19. Projet de modernisation du réseau (Michael Wilson) 122 

    APPROBATION EN BLOC   
18 h 50 20. Rapport du PDG sur les activités (Stéphane Giguère) 126 

 21. Procès-verbal de la réunion du 20 novembre 2018 du Groupe consultatif des 
locataires 

131 

 22. Actualisation de la politique sur la santé et la sécurité (Devin Winson) 135 
 23. Mise à jour sur les dépenses d’immobilisations – 31 décembre 2018 (Greg Finnamore) 152 
 24. Responsabilité financière et suivi du rendement – 31 décembre 2018 (Greg Finnamore) 157 
 25. Mesure Q-Bit de l’indice des niveaux d’engagement des collectivités  

(Brian Gilligan et Brent Schwieg) 
166 
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    DOCUMENTS DE COMMUNICATION DU CONSEIL D’ADMINISTRATION   
 26. Note de service – Préparation aux crues printanières 175 
 27. Soumission pour Augmenter l’offre de logements en Ontario  176 

18 h 55 28. Questions du conseil    

19 h 00 29. Motion visant la levée de la séance   

Prochaine réunion – le 23 mai 2019 à 16 h 30, 39, prom. Auriga, siège social de LCO 
 



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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OTTAWA COMMUNITY HOUSING CORPORATION 
BOARD OF DIRECTORS MEETING 

PUBLIC MINUTES 

Thursday, January 17, 2019 39 Auriga Drive 
Meeting Start Time: 4:30 PM OCHC Board Room 

Directors: Councillor Mathieu Fleury, Chair Dan Doré, Vice-Chair and Treasurer (left at 6pm) 
Councillor Theresa Kavanagh Councillor Scott Moffatt (teleconference 4:30 PM to 6:00 PM) 
Councillor Catherine McKenney Rebecca Hickey 
Ferenaz Raheem, Corporate Secretary Nina Beck (teleconference) 
Paul Fortin (Tenant) 

Regrets: Ben Sorensen Claude Lloyd 
Mayor Jim Watson 

OCHC Stéphane Giguère, Chief Executive Officer Guy Arseneau, Chief Operating Officer 
Staff: Shaun Simms, VP, People and Culture  Brian Gilligan, VP, Community Development 

Nathalie Fauvel, VP, Finance, and Chief Financial Officer Michael Wilson, VP, Organizational Effectiveness 
Cliff Youdale, Chief Development Officer Cindy Newell, Director, Human Resources 
Greg Finnamore, Director of Finance Brent Schwieg, Director, Strategy and Governance 
Christiane Hallé, Director, Tenant Policy & Special Projects Barron Meyerhoffer, Director, Development 
Diana Carr, Director, Project Implementation Jean Dostaler, Director, Asset Management Operations 
Rob MacNeil, Senior Manager, Realty Initiatives Melany Chretien, Director, Corporate Communications 
Kelly Hastings, Strategy and Governance Advisor Derek Chaume, Business Analyst, Organizational Effectiveness 
Nathaniel Mullin, Communications and Media Specialist Laura Clark, Lawyer, Tenant Experience 
Wendy McColgan, Manager, Executive Operations Madison Mombourquette, Administrative Assistant 
Joanie Mitchell, Department Coordinator Shelly McGarry, Department Coordinator 

1. Welcome and Call to Order

Ms. Raheem welcomed the members and OCHC staff. She called the meeting to order, 4:33 p.m.

2. Board Elections and Appointments

Election of the Board Chair - presided over by the Board Secretary

Ms. Raheem called for nominations for the position of Chair of the Board. Councillor Kavanagh
nominated Councillor Fleury, who accepted the nomination. Ms. Raheem called for nominations two
more times. Since there were no further nominations, Ms. Raheem declared the nominations closed.

Ms. Raheem declared that Councillor Fleury was acclaimed as Chair of the Ottawa Community Housing
Corporation (OCHC) Board of Directors for a term coincident with his term on the OCHC Board of
Directors.

Mr. Raheem asked for a motion on the following:

Moved By: Ms. Rebecca Hickey
Seconded By: Mr. Dan Doré

That the OCHC Board recommends to the Shareholder the confirmation of member Councillor Mathieu 
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Fleury as Chair of Ottawa Community Housing Corporation. 

Carried 

Councillor Fleury assumed the Chair. 

Councillor Fleury thanked the Board for their commitment and support and stated that he looks forward 
to continuing his work with the Board Directors and staff as Chair of the OCHC Board of Directors. He 
welcomed Councillors Theresa Kavanagh and Scott Moffatt. 

Election of Vice Chair 

Councillor Fleury invited nominations for the position of Vice Chair of the Board of Directors. Councillor 
McKenney nominated Dan Doré. Mr. Doré accepted the nomination. Councillor Fleury made two more 
calls for nominations.  

There were no further nominations, and Councillor Fleury declared the nominations closed. 

Councillor Fleury declared that Mr. Doré was acclaimed as Vice-Chair of the OCHC Board of Directors 
for a term coincident with his term as Board Director and added his appreciation for all of Mr. Doré’s 
efforts.  

Councillor Fleury confirmed that Ms. Raheem will continue to be the Secretary and Mr. Doré will 
continue to be the Treasurer, according to the terms of their appointment. 

The By-law states that the Board Treasurer is also the Chair of the Finance and Audit Committee. 

Councillor Fleury called for a motion to approve appointments in the following table that was presented 
to the Board, to identify proposed members and terms for each OCHC Committee of the Board. 

Member Name Committee Position Term 

Catherine McKenney Portfolio Management Chair Coincident with term on the Board  
effective March 22, 2019 

Scott Moffatt Portfolio Management Member Coincident with term on the Board 

Theresa Kavanagh Client Services Member Coincident with term on the Board 

Alex Carr Client Services Member Two years 

Jeremy Paquin Client Services Member Three years 

Girum Simmie Corporate 
Performance Member Three years 

Michele Brenning Corporate 
Performance Member Three years 

Faiza Hamed-Hassan Corporate 
Performance Member Three years 

Moved By: Councillor Fleury 
Seconded By: Ferenaz Raheem 

That the Board approve the appointment of the members to the Committees of the Board, for the 
terms identified in the table provided. 
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Carried 

3. Approval of the Agenda

Councillor Fleury called for a motion to approve the revised agenda.

Moved by: Dan Doré
Seconded by: Councillor Kavanagh

That the agenda be approved, as revised to add “15a – Cannabis Discussion” and to bring the Capital 
Works Program - End of Year Report out of bulk consent. 

Carried

4. Confidentiality and Conflict of Interest Declarations

No conflict of interest declarations were made based on the agenda items.

5. Chair’s Verbal Update

Councillor Fleury provided the following updates:
• A Board learning event is scheduled for Friday, January 18th to review the foundation for the

corporation’s 10-Year Portfolio Management and Renewal Plan, which reflects a proactive
approach to portfolio management and provides a roadmap for development-related activities.

• Tenant Experience has been asked to address the Board specifically on the risks to OCHC’s
physical assets associated with tenants growing cannabis in their homes.

• He visited the new Ashgrove property where tenants will move in shortly.
• There will be an event for the new Carlington Community Health Hub shortly, before it becomes

occupied.
• OCHC signed a Memo of Understanding with the Champlain Local Health Integration Network

(LHIN). This operational document lays out areas of common interest and joint activities we
may wish to undertake. Councillor McKenney noted the benefits of working with health supports
for the tenants.

• Gratitude was extended to the entire team on the response to the 251 Donald fire, recognizing
the strong partnerships and systems in place. This resulted in most residents being able to
return to their homes before Christmas and new accommodations were found quickly for those
who couldn’t return to the damaged second floor. Mr. Giguère added his appreciation as well.

6. CEO’s Verbal Update

Mr. Giguère provided updates on the following:
• New Councillors to the Board were welcomed.
• Algonquin College and OCHC’s Executive Team will be meeting for discussions around

apprenticeship, volunteering and other opportunities for collaboration.
• Guy Arseneau has been appointed to the board of directors at La Cité collegiale, commencing

September 1st, 2019.
• Cliff Youdale will be speaking at the National Housing Maintenance Forum in the United

Kingdom on how to address an aging infrastructure and increasing affordability gaps.
• A meeting recently took place with new Fire Chief Kim Ayotte to continue relationship-building

with this partner and promote OCHC’s investment in fire life safety measures.
• OCHC has been invited to strategic planning sessions at Saint Paul University, and with Ottawa

Public Health and other partners, to identify areas that require strategic focus from a population
health perspective.
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• Following volunteering with Councillor Fleury for the 2018 Caring and Sharing Christmas
hamper packing, it was identified that the need for supports can be even stronger following the
holidays. OCHC plans to be more purposeful, in 2019 and beyond, in identifying supports for
tenants during these other times of need.

Councillor Kavanagh shared her appreciation of the partnerships that OCHC nurtures. 

FOR APPROVAL 

7. Approval of the Minutes – November 22, 2018

Moved By: Councillor McKenney
Seconded By: Ferenaz Raheem

That the minutes of the November 22, 2018 Board of Directors meeting be approved. 

Carried

Business Arising from the Minutes
There was no business arising from the minutes.

8. 2018 Audit of Financial Statements OCHC-001/19

Ms. Fauvel updated the Board on the contract extension of Ernest and Young for their audit services
and introduced Mr. Greg Finnamore as OCHC’s new Director of Finance.

Mr. Finnamore provided the Board with a review of the audit services, which include more analytics,
and noted that fees remain fair and reasonable. Mr. Doré noted the consistency year over year with EY.

Moved by: Dan Doré
Seconded by: Councillor Moffatt

That the Board of Directors authorize the treasurer to execute the engagement letter that will engage 
Ernst and Young, as auditors for the 2018 financial statements; and, 
That the 2018 Audit Plan be received by the Board of Directors for information. 

Carried

9. 2019 Budget OCHC-002/19

Mr. Giguere opened up the budget conversation noting that 2018 and 2019 are transitional years and a
turning point for OCHC that requires increasing the focus on expense management and operational
efficiencies.

Ms. Fauvel confirmed that a rigorous process was applied in the review of the operational expense
budget for 2019.

Mr. Finnamore provided a summary of the report, highlighting the effort applied to maintaining
operating subsidies, and increasing expenditures for redevelopment and capital works. He noted
changes in capital works, including the revitalization of Richelieu Court and fire safety related upgrades.
He also provided an update on the impact on utilities. One significant increase was noted for building
operations relating to elevator maintenance costs. He concluded that although Service Manager
subsidies are reduced from 2018, this will be partially offset by an increase in tenant rent and other
revenue.
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Mr. Doré noted that it was a good summary working from the bottom up, noting that there were many 
touchpoints where OCHC had undertaken a detailed review and clarified various line items. 

Councillor Kavanagh asked if there are provincial changes that will affect OCHC moving forward. In the 
short term, there are no anticipated impacts to subsidy and program levels.  

Councillor Fleury asked for clarification regarding the reserves. Mr. Finnamore referred to the report 
and noted the closing fund balances are in a positive position and relatively stable, and he confirmed 
that mandatory and non-mandatory contributions were made. OCHC anticipates the same range of 
revenue from rent as from previous years with a 1.9% increase in rent revenue and approximately 8% 
of tenancies are market rent. 

Moved by: Dan Doré 
Seconded by: Councillor McKenney 

That the Board of Directors approve the 2019 budget. 

Carried 

10. 2019 Governance Recruitment and Reappointment Plan OCHC-003/19

Ms. Hastings noted that although the plan is a moving target, at this time there is no need for a full
recruitment process. She confirmed that there is room to add more members to the board and that
there is a list of potential community members for future committee and board placements. OCHC will
continue to monitor movement and respond to needs accordingly.

Moved by: Paul Fortin
Seconded by: Rebecca Hickey

That the Board of Directors approve the Governance Recruitment and Reappointment Plan identified in 
the report. 

Carried

FOR INFORMATION & DISCUSSION 

11. Tenant Advisory Group (Verbal Update)

Mr. Fortin provided the following update to the Board:
• The Tenant Advisory Group met on January 15th at 453 Cooper Street (Marion Dewar Place).
• Mr. Gilligan updated TAG on the December 12th fire at 251 Donald Street and OCHC’s efforts in

responding to the fire and tenant needs. It was noted that most building residents were able to
return home quickly.

• Mr. Gilligan updated TAG on the new structure for Community Development, newly named the
Community and Tenant Support Department.

• TAG discussed the disposal of old air conditioners and what considerations might be needed for
new installations where windows are not standard sizes and shapes.

• TAG continued to discuss the creation of a tenant-led Welcome Wagon for new households. The
Community Development Team will assist TAG in developing a template that will be reviewed at
TAG’s next meeting.

• The next Tenant Advisory Group meeting is scheduled for March 19th.

That the Board of Directors receive the verbal update on the Tenant Advisory Group for information. 
10



6 

Received 

12. 2018 Highlights and 2019 Key Priorities

Mr. Giguere highlighted for the Board OCHC’s priority to seek continuous improvement working through
people and culture. He mentioned OCHC’s numerous awards for 2018 and noted OCHC’s positive
impact that could not happen without the support of all the volunteers, staff and the Board.

Community and Tenant Support (formerly known as Community Development)
Mr. Gilligan reported the department continues to support tenant groups and build leadership capacity,
with 80 plus tenant groups. Key highlights included the following:

• Development of a Community Index of Engagement Levels and of a Community Engagement
Policy and Safety Policy and Procedures

• Completion of parking pilot for visitors, staff and contractors
• Community Safety Services now on a 24/7 schedule and their continued strong relationship with

the Ottawa Police Service

Key deliverables for 2019 include the following: 
• Implementing a revised department structure for Community and Tenant Support
• Review of formal tenant engagement structure and development of a standardized community-

level community development planning tool
• Parking pilot, Phase II launch; special constable status; CCTV program development; and

renewal of the Emergency Management Program
• Continued efforts to advocate for more support and services for tenants

Mr. Gilligan concluded with his appreciation of OCHC’s strong partnerships. 

Tenant Experience 
Mr. Arseneau discussed the impact of re-housing over 200 tenants in 2018, due to renewal projects 
and fire. He noted efforts to prepare for new legislation, the Cannabis Act and Rental Fairness Act. Two 
key processes were reviewed and enhanced using the Lean methodology to improve the tenant 
experience, including access to tenants’ homes for repairs and maintenance, and turnover processes to 
speed up the readiness of vacant homes for new tenants. 

Key deliverables for 2019 include the following: 
• Implementation of new maintenance service delivery model; more integrated service experiences

for tenants
• Multi-year plan for transitioning to electronic tenant records as well as electronic self-serve for

tenants
• Initiation of the Ten-Ex (Tenant Experience) Framework, refreshing the suite of services offered to

tenants

Asset Management 
Mr. Youdale reported the delivery of the largest Capital Works Program budget ever with over $44.2 
million in capital works, challenging all departments and the tenants as well. 

Other key highlights included: 
• Rochester Heights Phase I launch, including $18.54 million in Investment in Affordable Housing

funding. Completion of Carlington Community Health Hub and Ashgrove Townhouse infill
• Successful and timely completion of all SHAIP funded projects
• Fire Life Safety investments have made significant improvements to overall life safety noting the

example of 251 Donald where improvements reduced the impact of the fire.
11
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Key deliverables for 2019 include: 
• Delivering $24 million in Capital projects plus SHAIP related projects
• Completion of scattered home divestitures
• Commencement of construction on 811 Gladstone and Richelieu

People and Culture 
Ms. Simms noted that while the team was in transition, it was a very productive year and she 
highlighted the following: 
• Development of Culture Roadmap (consulting 240 employees, 55 managers and senior leadership)
• Development, roll-out and training of the Competency Framework and Performance Development

Program
• Safe and Respectful workplace training for all employees
• Refreshed job descriptions for management and exempt positions

In 2019, some of the key deliverables are: 
• Talent management strategy
• Employee engagement survey and development of an action plan for continuous improvement
• System automation of key HR programs
• Labour relations, with collective bargaining for both union agreements

Organizational Effectiveness 
Mr. Wilson noted working with all the other departments assisting them to meet their needs. Key 
Highlights of 2018 were as follows: 
• Improvements in internal and external communications
• Mitigation of cyber risks through system improvements and staff awareness training
• Implementation of new software to meet other department needs
• Modernization of building systems with network systems deployed in 62 buildings
• Advancement of the governance profile noting that OCHC was short-listed for a second time for a

national governance award in 2018
• Implementation of corporate Lean training

In 2019, key deliverables include: 
• Review and standardization of tenant documentation and processes
• Development of a project management toolbox to standardize and facilitate project management
• Continued engagement in broader housing agenda and the development of a future business model
• Advancement of quality assurance, risk management and performance measurement

Finance 
Ms. Fauvel noted some highlights of 2018, including the following: 
• Managing the budget
• Resolving favorably the CRA dispute
• Transitioning the Finance Director role and responsibilities
• Procurement in business services
• Continued collaboration with Asset Management related to new development and capital

expenditures

She concluded that in 2019 the team will be focusing on holding to the budget during this transitional 
year, along with the following: 
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• Implement the legal department with in-house expertise
• Successful extension of agreements to refinance 2019-2023 through Infrastructure Ontario
• Execute on procurement initiatives, including our elevator maintenance contract and develop a

strategic procurement strategy
• Update OCHC’s long-range financial plan to reflect the updated Building Condition Assessments and

10-year redevelopment plan
• Develop a Strategic Sourcing Roadmap

OCHC Foundation for Healthy Communities 
Mr. Whittaker highlighted that 2018 focused on education for youth along with the following 
achievements:  
• 1,649 Tenants were assisted via education, employment and community engagement.
• $900,000 Funds Raised: $490k Education, $190k Employment, $190k Operations, $130k

Community Engagement.

He noted that the foundation is becoming more recognized and mentioned that the 2019 initiatives will 
include the following: 
• Expand fundraising initiatives and community partnerships
• Expand employment programs, including Prince’s Trust Canada Get into Youth Employment

Program and pre-apprenticeship programs
• Expand education programs, including Youth Futures (launch Youth + in collaboration with Global

Vision) and RecLINK

Mr. Giguère thanked his team for the 2018 highlights and goals for 2019. 

Councillor Kavanagh requested information on the parking pilot and the motivation for the changes. Mr. 
Gilligan provided a brief historical overview and the rationale behind the parking pilot. They agreed to 
have an offline discussion on the topic. 

Received 

13. Tenant Experience Service Delivery Model OCHC-004/19

Mr. Arseneau provided an overview of the historical process of maintenance service delivery and a
snapshot of the new maintenance service model, which aim to improve standards, consistency and
quality of service.

Feedback from the tenant satisfaction survey conducted in 2015 has served as a road map, focused on
three major improvements: Integrated Pest Management (IPM); communication channels for tenants;
and the delivery of maintenance services. The IPM and OneNumber improvements were implemented
first and the new Service Delivery Model for maintenance has now rolled out. OCHC’s current efforts
are aiming for a consistent service, and although it is in the early days, the new model is progressing
well. Future updates will be provided to the Board of Directors moving forward.

Councillor Fleury added that he will continue to provide feedback and noted some of the
improvements, acknowledging similar struggles with the 3-1-1 system for the City of Ottawa.

That the Board of Directors receive this report as an update on the Tenant Experience Service 
Delivery Model for their information. 

Received
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14. Recognition for efforts in response to fire incident at 251 Donald Street

Mr. Arseneau shared appreciation for OCHC contractors who responded following the 251 Donald
Street fire. He noted that the contractors not only provided an exceptional service to us but that
they also reflected OCHC’s values. He highlighted three areas of contracted services:  electrical,
fire life safety and cleaning. These contractors worked around the clock and really stepped up to
make it all possible for tenants to get back into their homes so quickly.

Received

15. 2018 DICES Governance Survey Results OCHC-005/19

Mr. Schwieg summarized that the survey results are very positive and have been discussed at the
Corporate Performance Committee. The overall governance report will incorporate the survey
results and be provided in the full report at the next Board of Directors meeting.

That this report on the results of the 2018 DICES survey and close-out of the 2018 governance action 
plan be received for discussion by the Board of Directors. 

Received

15a  Cannabis Discussion (Added to Agenda) 

Mr. Arseneau noted for the Board the current legislated limit of growing no more than four cannabis 
plants per unit and he identified the potential risks to OCHC’s physical assets when more than four 
plants are being grown. These risks could include modifications to the electrical system of a home and 
increased humidity levels, causing mold. 

Laura Clark, one of OCHC’s in-house lawyers and Christiane Hallé, Director of Tenant Policy, Legal & 
Special Projects, were introduced. Ms. Clark noted that the Residential Tenancies Act provides for 
OCHC to serve notice to tenants who are exceeding the limit to pursue remediation of related damages 
and to have their tenancy terminated. OCHC staff have been advised to take proactive measures, such 
as conducting visual checks and watching for higher humidity levels and electrical consumption. It was 
noted that provincial regulations related to cannabis cultivation may come in the future. 

Councillor Fleury shared concerns about the staff being equipped with the tools to confront situations 
relating to cannabis cultivation and associated damages. He also asked about tracking costs for 
damages. 

Mr. Fortin expressed concerns regarding the prevention of smoking of cannabis in the units. In 
response, reference was made to the current no-smoking policy (including cannabis) for tenants who 
moved in 2014 and later. It was recognized that issues may be more complicated for tenancies prior to 
2014 and those tenancies involving licensed medicinal use of cannabis. 

Received 

19. Capital Works Program - End of Year Report OCHC-008/19 

No discussion or questions from the Board occurred. 

Received 

BULK CONSENT 
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The following bulk consent items were received: 

16. Human Resources Strategic Priorities for 2019 OCHC-006/19 
17. CEO Operational Report OCHC-007/19 
18. Tenant Advisory Group (TAG) minutes - September 18, 2018 
20. 2018 Infrastructure Ontario Financing Update OCHC-009/19 
21. 2018 Integrated Building Condition Assessment Update OCHC-010/19 

That all reports identified on the Bulk Consent agenda be received as presented. 

Received 

BOARD COMMUNICATION DOCUMENTS 

22. Memo - Fire at 251 Donald Street
23. Memo - Cannabis Status Summary
24. 2019-2020 Capital Works Program
25. City of Ottawa: City Council Representatives on OCHC Board of Directors

Received

26. Inquiries from the Board

There were no inquiries from the Board.

27. Motion to Adjourn

Moved by: Mr. Paul Fortin

That the public meeting of the OCHC Board of Directors adjourn. 

Carried

The public meeting adjourned at 6:33 PM

Corporate Secretary 
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PENDING REVIEW 

INFRASTRUCTURE ONTARIO REFINANCING
ACTIVITY 2019-2022  

TO: BOARD OF DIRECTORS 

MEETING DATE: March 21, 2019 

FROM: Greg Finnamore 
Director, Finance and Procurement 

PURPOSE: Approval of Mortgage Refinancing activity through Infrastructure 
Ontario for term of Council 2019-2022 

STRATEGIC
OBJECTIVE: 

Innovate to meet housing and financial needs 

NEXT STEPS: 

1. EXECUTIVE SUMMARY

Ottawa Community Housing Corporation (OCHC) has a continuing need for significant
capital repair and anticipated deferred maintenance work on many of the social housing
projects within the portfolio. The levels of funding from subsidies and existing capital repair
programs traditionally have been insufficient to complete all required work.

Since June 2010, the Ottawa City Council has approved the refinancing of 44 mortgages
through Infrastructure Ontario (IO), generating net proceeds in excess of $133 million,
which have been contributed to its capital reserves. In leveraging equity from its existing
assets and applying it towards the repair of the housing stock, OCHC has been in a position
to reduce the deferred maintenance at a faster pace.

IO continues to offer fixed long-term rates (currently 3.8% for 30 years), which eliminates
the interest rate risk over the entire term of the loan. The City of Ottawa payment
guarantee matches this 30 year horizon, allowing OCHC to maintain the affordability of
these units. Each property that is to be remortgaged has been assessed by both OCHC and
IO as to its long term viability and value.

In 2019, aligned with the new term of Council, OCHC will seek approval from the City Of
Ottawa to refinance, upon renewal, four additional mortgages through IO, generating
approximately $15.2 million to be contributed to capital reserves. OCHC’s request will also
include upcoming renewals in 2020 and 2021, expected to generate an additional estimated
$20.4 million for capital repairs.
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OCHC will continue its discussions with the City of Ottawa and explore financing strategies, 
which may include the ability for a small percentage of the proceeds to be redirected 
towards the Community Reinvestment Fund (CRF), reflecting the financial efforts required to 
implement the portfolio renewal strategy, including new construction.  

Appendix 1, Table 1, provides detail related to properties to be refinanced from 2019-2022, 
while Table 2 provides a summary of historic source and use of funds for Capital Works, 
inclusive of mortgage refinancing, contributions from the operating fund and, grant program 
funding.  Table 3 provides a projection for 2019-2022 on the same basis. 

2. CONTEXT

The Housing Services Act (HSA) stipulates that there is an ongoing requirement for the
Service Manager to continue to administer and fund transferred designated housing
projects, and this obligation continues even when the mortgages are fully paid and
discharged as long as the projects remain listed in schedule 24 of the Ontario regulation
(O.Reg.368/11). Upon full payment and discharge of the mortgages, the City could apply to
the Province to have the projects delisted however:
1. The City must maintain at least 16,502 units of Rent Geared to Income (RGI) housing;
2. The City owns the housing stock as the sole shareholder and therefore has a fiduciary

obligation to maintain the housing assets in good condition;
3. The City has an ongoing requirement to ensure that current tenants living in the RGI

housing in question are not displaced without an alternative being provided; and
4. OCHC must meet the service level standards as set out in regulation 368/11 and in the

operating agreement which the City entered into in 2009 with OCHC. Further, staff has
concluded that this approach is revenue neutral from the Service Manager’s perspective
while providing an opportunity to have OCHC access much needed capital.

The City requires that the monthly payments for new loans remain the same as what the 
City currently contributes to the mortgages. 

To meet IO’s security requirements, the City of Ottawa will be required to continue its 
commitment to maintain the current level of the mortgage subsidy until the end of the 30-
year loan and to accept a direction from OCHC that the City pay the 360 equal monthly 
instalments directly to the lender.  

A portion of OCHC’s monthly subsidy would be provided directly to IO for the duration of the 
loan for the debt servicing costs. The security afforded by this commitment is an 
opportunity to access attractive, long-term interest rates and to leverage the equity in these 
buildings which will generate capital for much needed repairs. 

OCHC has updated its Building Condition Assessment Study (BCA) in 2018.  The findings 
suggest that since the last BCA was conducted in 2013, the current estimated capital repair 
backlog has been reduced by 33% and the annual requirements moving forward are 
approximately 20% lower than in 2013.   
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The accelerated reduction in the capital repair backlog has been supported by OCHC’s ability 
to generate capital through mortgage refinancing, grant funding (SHIP, SHARP, SHAIP, etc.) 
as well as the disposal and redevelopment of a number of units. 

However, the study also highlights that the long-term capital requirements continue to 
exceed the baseline capital funding; a more comprehensive strategy will be required to 
include divesture, new stock, refinancing and grant funding, to ensure the Facility Condition 
Index (FCI) stays within acceptable levels. (FCI is a measure of the overall condition of the 
portfolio, calculated by dividing the amount of deferred maintenance by the overall value of 
the assets). OCHC’s current FCI sits at 3.4%, which is considered well within industry 
norms. 

By refinancing properties, OCHC will continue to generate significant funds for capital repairs 
and reduce risk for all stakeholders. By guaranteeing the payment of this debt, without 
increasing current debt servicing costs, the City of Ottawa plays a key role in enabling OCHC 
to raise funds for capital repair. 

3. CONSULTATION

This financing strategy was developed and implemented in May 2010, in collaboration with
the City of Ottawa, the Ministry of Municipal Affairs and Housing (MMAH), and Infrastructure
Ontario (IO).

The extended obligation is consistent with the City’s obligation as Service Manager under
the HSA, 2011 to provide and maintain over 16,500 (overall) RGI housing units on an
ongoing basis (Rent Geared to Income Service Level Standards). OCHC is responsible to
provide 12,272 of these RGI units with the balance spread across the other housing
providers in the City.

This report was approved by the Finance and Audit Committee on March 5, 2019.

4. KEY IMPACTS, BENEFITS & RISKS

The following is a summary, by type, of capital works programs expenditures undertaken
since 2014 to address deferred maintenance, extend the life of the current portfolio and
improve the energy efficiency of OCHC properties. Note these amount do not include
expenditures on general and operating maintenance which also contribute to facility
lifespan.
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5. FINANCIAL IMPACT

The financial impacts are detailed in the body of this report.

No prepayment penalties are incurred as a result of refinancing at the time of renewal. The
MMAH have confirmed in writing that Canada Mortgage and Housing Corporation (CMHC)
funding associated with mortgages will continue until the end of the original maturation
date of the mortgages. OCHC will retain ownership of all refinanced properties for the term
of the mortgages.

6. CONCLUSION

The financing initiatives with IO have, over the years 2010-2018, enabled OCHC to raise
$133 million for capital repairs, which have helped improve the condition of its portfolio by
addressing the deferred maintenance backlog identified in 2010.

It is estimated that a further $35.6 million can be raised over the years 2019-2022; in view
of the recently updated BCA, OCHC considers that the refinancing, as put forward in this
report, is a key component in ensuring that acceptable deferred maintenance levels and
consequently, an acceptable FCI are maintained in the future and that the affordability of
the units is preserved.

7. RECOMMENDATION

That the Board of Directors approve the Mortgage Refinancing activity through
Infrastructure Ontario for the term of Council 2019-2022.

Total Expenditures 2014-2018 by Building System

System
Approx. Spend 

(OCH Capital $ only)
Approx. Spend 

(all funding sources)
Supplemental funding 

provided by:

Structural Repair  $ 18,289,000.00 23,253,000.00$  SHIP
Site 12,757,000.00$  12,757,000.00$  n/a
Roof Repairs/ Replacement  $ 14,661,000.00 20,801,000.00$  SHIP, HHIP, SHARP, SHAIP
Mechanical, Electrical, Plumbing Major 
Repair/ Replacement

 $ 14,133,000.00 27,133,000.00$  SHIP, HHIP, SHARP, SHAIP

Cladding Repair / Replacement  $ 14,887,000.00 27,846,554.00$  SHIP, SHAIP
Elevator Modernization  $ 5,624,000.00 5,836,000.00$  SHIP
Fire & Life Safety  $ 9,890,000.00 13,330,000.00$  SHIP
Interior Refurbishment (common areas 
only)

4,395,000.00$  4,395,000.00$  n/a

 $ 94,636,000  $ 135,351,554 

Note: Capital work completed by groups 
other than Project Implementation are 
not included (i.e., Asset Management 
Operations has completed FLS and 
Mechanical replacements also).

19



PENDING REVIEW 

TABLE 1 – 2019-2022 MORTGAGE RENEWALS 

Table 1. OCHC 2019 Mortage Renewals

Site Renewal 
Date

Outstanding 
Principal

Current Annual 
Payment

Additional Capital 
Funds

Tapiola Court 2019/Aug/01 $0 381,245 $6,270,245
Woodland Place 2019/Aug/01 492,594 276,769 $4,059,353
Brian Bourns, Place 2019/Aug/01 955,185 149,928 $1,510,645
Lavigne Court 2019/Sep/01 1,245,961 280,041 $3,359,811
2019 Total $2,693,741 $1,087,983 $15,200,054

Table 2. OCHC 2020 Mortage Renewals

Site Renewal 
Date

Outstanding 
Principal

Current Annual 
Payment

Additional Capital 
Funds

Cumberland/George 2020/Jan/01 1,028,818 275,270 $3,498,481
Beausejour 4 2020/Jun/01 $0 21,400 $351,956
2020 Total $1,028,818 $296,670 $3,850,437

Table 3. OCHC 2021 Mortage Renewals

Site Renewal 
Date

Outstanding 
Principal

Current Annual 
Payment

Additional Capital 
Funds

Strathcona: Wiggins Private, 300 2021/Mar/01 893,279 200,696 $2,407,517
Haley Court 2021/Apr/01 $0 60,271 $991,266
Christie Place 2021/Jun/01 $0 244,549 $4,022,033
Cameron Court 2021/Jun/01 626,235 323,358 $4,691,964
Esson Place 2021/Jun/01 592,126 305,746 $4,436,412
2020 Total $2,111,639 $1,134,620 $16,549,192

Table 4. OCHC 2022 Mortage Renewals

Site Renewal 
Date

Outstanding 
Principal

Current Annual 
Payment

Additional Capital 
Funds

N/A
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TABLE 2 - HISTORIC SOURCE AND USE OF FUNDS 

Ottawa Community Housing Corporation
Infrastructure Ontario Loan List & Historical/Current Use of Funds
As at Dec 31, 2018

Fiscal 
Year Loan Description Gross Loan

LESS: Debt 
Repayment

Net CAP 
Proceeds

Mandatory CAP 
Contributions 
From OP (Excl 
EQU)

Property Tax 
Exemption from 
OP to CAP

Other Municipal 
Grants 
(HPRP/HHIP) 
from OP

Additional CAP 
Contributions 
From OP (Incl. 
EQU)

Total CAP 
Contributions 
from OP

Other 
PROV/FED CAP 
Grants & 
Transfers

CAP Funds 
Raised CAP Spend

2010 Regular Loan 18,700,000$       -$  18,700,000$       11,824,700$       -$  -$  1,431,768$          13,256,468$       33,295,974$       65,252,442$       48,847,028$       
2011 New Mortgage - Richelieu 1,300,000$          -$  1,300,000$          12,578,234$       -$  -$  1,485,827$          14,064,061$       10,503,255$       25,867,316$       51,422,347$       
2011 Mortgage Renewal - 312 Cumberland 4,600,000$          2,855,239-$          1,744,761$          -$  -$  -$  -$  -$  -$  1,744,761$          -$  
2012 Annual Mortgage Renewal - Various 35,320,500$       18,315,582-$       17,004,918$       13,071,600$       -$  2,568,000$          1,542,568$          17,182,168$       5,301,331$          39,488,417$       19,242,214$       
2013 Annual Mortgage Renewal - Various 28,000,000$       15,604,303-$       12,395,697$       13,056,000$       -$  2,394,000$          3,838,000$          19,288,000$       -$  31,683,697$       23,447,000$       
2013 Mortgage Renewal - Ron Kolbus 4,400,000$          2,469,537-$          1,930,463$          -$  -$  -$  -$  -$  -$  1,930,463$          -$  
2014 Annual Mortgage Renewal - Various 9,350,000$          5,310,706-$          4,039,294$          13,112,000$       -$  1,475,223$          989,777$             15,577,000$       926,000$             20,542,294$       29,210,075$       
2015 Annual Mortgage Renewal - Various 12,100,000$       4,640,390-$          7,459,610$          13,289,000$       3,000,000$          2,618,451$          246,549$             19,154,000$       -$  26,613,610$       40,895,000$       
2016 Annual Mortgage Renewal - Various 48,600,000$       17,100,017-$       31,499,983$       13,415,000$       3,000,000$          435,000$             1,889,000$          18,739,000$       -$  50,238,983$       43,630,000$       
2017 Annual Mortgage Renewal - Various 45,300,000$       15,383,725-$       29,916,275$       13,726,000$       3,000,000$          1,400,000$          542,000$             18,668,000$       15,552,000$       64,136,275$       51,864,000$       
2018 Annual Mortgage Renewal - Various 9,000,000$          1,909,273-$          7,090,727$          13,100,000$       3,000,000$          -$  1,220,000$          17,320,000$       16,999,000$       41,409,727$       49,286,000$       

Total to Dec 31, 2018 216,670,500$     83,588,772-$       133,081,728$     117,172,534$     12,000,000$       10,890,674$       13,185,489$       153,248,697$     82,577,560$       368,907,985$     357,843,664$     

High Level CAP Reserve Summary Amount Total
Opening CAP Reserve 2010 2,980,000$          
Capital Reserve Inflows 2010-2018:
Total CAP IO Proceeds 133,081,728$     
Total CAP Contributions from OP 153,248,697$     
Total PROV/FED CAP Grants Received 82,577,560$       
Total CAP Interest Earned 6,032,000$          
Additional Contributions 19,460,679$       394,400,664$     
Capital Reserve (Outflows) 2010-2018:
Total CAP maintenace Costs 320,769,589-$     
Total Capitilized Expenditures 37,074,075-$       357,843,664-$     
Projected Closing CAP Reserve Balance 2018 39,500,000$       

Opening CAP Backlog 2011 (Per OCH LRFS) 168,900,000$     
Projected Closing CAP Backlog 2018 98,092,770$       

IO Source & Use of Funding
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TABLE 3 - PROJECTED 2019-2022 SOURCE AND USE OF FUNDS 
Ottawa Community Housing Corporation
Potential Infrastructure Ontario Loans & Future Projected Use of Funds
As at Dec 31, 2018

Fiscal 
Year Loan Description Gross Loan

LESS: Debt 
Repayment

Net CAP 
Proceeds

Mandatory CAP 
Contributions 
From OP (Excl 
EQU)

Property Tax 
Exemption from 
OP to CAP

Other Municipal 
Grants 
(HPRP/HHIP) 
from OP

Additional CAP 
Contributions 
From OP (Incl. 
EQU)

Total CAP 
Contributions 
from OP

Other 
PROV/FED CAP 
Grants & 
Transfers

CAP Funds 
Raised CAP Spend

2019 Annual Mortgage Renewal - Various 17,893,795$       2,693,741-$          15,200,054$       13,396,000$       3,000,000$          735,000$             1,395,000$          18,526,000$       5,900,000$          39,626,054$       68,007,700$       
2020 Annual Mortgage Renewal - Various 4,879,255$          1,028,818-$          3,850,437$          13,663,920$       3,000,000$          -$  1,422,900$          18,086,820$       2,950,000$          24,887,257$       35,000,000$       
2021 Annual Mortgage Renewal - Various 18,660,831$       2,111,639-$          16,549,192$       13,937,198$       3,000,000$          -$  1,451,358$          18,388,556$       -$  34,937,748$       36,050,000$       
2022 -$  -$  -$  14,215,942$       3,000,000$          -$  1,480,385$          18,696,328$       -$  18,696,328$       37,131,500$       

Totals to Dec 31, 2022 47,233,881$       5,834,198-$          35,599,683$       55,213,061$       12,000,000$       735,000$             5,749,643$          73,697,704$       8,850,000$          118,147,387$     176,189,200$     

High Level CAP Reserve Summary Amount Total
Opening CAP Reserve 2018 39,500,000$       
Projected Capital Reserve Inflows 2019-2022:
Total CAP IO Proceeds 35,599,683$       
Total CAP Contributions from OP 73,697,704$       
Total CAP Grants Received 8,850,000$          
Total CAP Interest Earned 2,530,000$          
Additional Contributions -$  120,677,387$     
Capital Reserve (Outflows) 2019-2022:
Total CAP maintenace Costs 176,189,200-$     
Total Capitilized Expenditures -$  176,189,200-$     
Projected Closing CAP Reserve Balance 2022 16,011,813-$       

High Level CAP Backlog Summary Amount Total
Opening Projected CAP Backlog 2018 98,092,770$       
Projected Annual Needs:
FY2019 73,011,114$       
FY2020 82,873,903$       
FY2021 47,178,308$       
FY2022 54,278,361$       257,341,686$     
Projected CAP (Spend) 2019-2022 176,189,200-$     
Projected Closing CAP Backlog 2022 179,245,256$     

IO Source & Use of Funding
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MOTION 
 

Date:  March 21, 2019 
 
Moved by: 
 
Seconded by: 
 
 
Whereas Ottawa’s population continues to grow, and demand increasingly outpaces the supply 
of affordable housing;  
 
And whereas, there is an increasing housing affordability gap for moderate to low-income 
households; 
 
And whereas, Ottawa Community Housing Corporation’s (OCHC) key objectives and principles, as 
directed by the Shareholder, is “to develop housing to meet the mandate of the Corporation, 
including the provision, operation and maintenance of housing accommodation, primarily for 
households of low or modest income…” to support the rental housing needs of the City of Ottawa;   
 
And whereas, the Shareholder further directs OCHC to comply with the principle “to promote the 
development of housing, respecting the principle of income diversity within communities”; 
 
And whereas, OCHC implemented a Portfolio Management Framework, which directed the 
Corporation to pursue, following a set of guiding principles, a portfolio renewal strategy through 
divestiture, development and redevelopment, land acquisition, capital repair and planned 
maintenance;  
  
And whereas, in fulfillment of its objectives, and in pursuit of its strategic goals, OCHC is 
developing and undertaking a 10-year plan to renew its portfolio and improve the availability of 
affordable housing in Ottawa; 
 
Therefore, be it resolved that OCHC develop, an ambitious strategy to meet current and future 
market demand with the intent of building upwards of 10 000 new rental units over the next 10 
years. 
 
And be it further resolved that OCHC works and actively partners with public and private sectors, 
including housing sector and agencies, to achieve those goals of the plan, more specifically with 
the City of Ottawa and senior levels of government to secure land, financing, and supports. 
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GOVERNANCE EFFECTIVENESS EVALUATION 

TO: BOARD OF DIRECTORS 

MEETING DATE: March 21, 2019 

FROM: Brent Schwieg 
Director, Strategy and Governance 
Organizational Effectiveness 

PURPOSE: 
FOR APPROVAL 

Approval of the Governance Effectiveness Evaluation Report - 2018 

STRATEGIC
OBJECTIVE: 

Foster an organizational culture of leadership, accountability and 
continuous improvement 

NEXT STEPS:  Publish results on Q-BIT (March 2019)
 Incorporate in Annual Report to Shareholder (March 2019)
 Continue governance monitoring through 2019

1. CONTEXT

 The OCHC standardized governance evaluation model was successfully applied to
governance activity through 2018.

 Six governance performance areas were assessed, using a combination of
monitoring processes and a third party survey (see Appendix A).

 The aggregate governance effectiveness score for 2018 was 88%, with an
overall annual performance increase of 2%.
– Highest overall score achieved since the model was introduced in 2016
– Most significant achievement is a 6% increase in the governance survey score

that assesses critical aspects of governance
– Positive increase of 2% in meeting execution score, recognizing a growing

level in quality of governance discussions and engagement
– Continued optimal results in meeting preparation and follow-through business

processes to support governance activities
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– Decrease in overall governance attendance by 6% resulted in ongoing
challenges to maintain quorum

– Reduced score of 4% for governance learning is directly related to lower
participation levels in learning activities

 There were no significant risks identified through the governance evaluation.
 The report confirms governance improvements that are underway are having

positive impacts and should continue to be advanced in support of good
governance.

2. KEY APPROVAL ELEMENTS

 Approve the report findings and focus areas for governance support in 2019.

3. CONSULTATION

 An independent report on the results of the DICES Survey, one of the
governance evaluation components, was provided to the Corporate Performance
Committee on December 13, 2018 and to the Board of Directors on January 17,
2019.

 This report was presented to the governance committees as follows:
 Corporate Performance Committee – February 7, 2019
 Client Services Committee – February 28, 2019
 Finance and Audit Committee – March 5, 2019

4. KEY IMPACTS, BENEFITS & RISKS

 The Governance Effectiveness Evaluation provides an objective analysis of the
strengths and opportunities for improvement related to OCHC’s governance
practices.

 Overall, the evaluation identifies that there are no corporate risks with the
governance approach and recognizes several aspects of governance that are well
matured.

 The evaluation confirms where continued efforts can further advance
governance. This work does not require significant resource investments and can
be accomplished using existing staff resources in 2019:
– Leveraging the Multi-Block Planner in governance planning
– Updating governance report formats and providing support to managers to

increase strategic-focused reporting
– Ensuring meetings are organized and facilitated to maximize opportunities for

discussion and decision-making
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– Organizing broader activities for governance committees and the Board of
Directors to network and collaborate

5. FINANCIAL IMPACT

 There are no direct financial implications associated with the implementation of
the findings of the Governance Effectiveness Evaluation.

 The completion of the next DICES Survey in September 2019 is estimated at $5K
and has been included in the 2019 Organizational Effectiveness budget.

6. SUCCESS MEASURES

 The existing governance evaluation structure will be applied through 2019 to
identify the impact these actions have had on governance performance.

 A full report on governance performance for 2019 will be provided to the Board
of Directors in Q1, 2020.

7. NEXT STEPS

 Incorporate governance effectiveness evaluation findings in the Annual Report to
the Shareholder (March 2019)

 Implement governance action items as identified in this report
 Continue standardized governance monitoring throughout 2019

8. RECOMMENDATION (S)

 That the Board of Directors approve the 2018 Governance Effectiveness
Evaluation Report as identified in this presentation.

APPENDICES 

A. GOVERNANCE EFFECTIVENESS EVALUATION REPORT
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January 24, 2019 

 Governance Effectiveness Evaluation Report - 2018 

Performance Measures and Analysis 
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Executive Summary 

OCHC has used a standardized reporting approach to assess governance performance since 2016. This is the third annual report on governance. 
It is based on regular monitoring of governance activity from November 2017 to December 2018 and the governance survey conducted in 
September 2018. 

In total, there were 27 governance meetings in the reporting period. Each governance body met five to six times during the year. There were also 
three governance learning sessions provided as part of the Governance Learning Plan and these sessions were evaluated to determine governance 
learning effectiveness.  

The aggregate governance performance rating for 2018 was 88.1%. 

This is a 2.2% increase in governance effectiveness compared to the 2017 performance rating. 

The evaluation results for each governance performance category further indicate that OCHC sustained a high level of governance through 2018. 
While there are opportunities for continued improvement, there are no significant risk areas identified that would compromise good governance 
practices. Ratings in the performance areas ranged from 74% to 99% (see chart below): 

Governance Performance Area Score 
(Points) 

Maximum 
(Points) 

Performance 
(2018) 

Performance 
(2017) 

Performance 
Change 

1. Governance Survey DICES*  35.2 40 88.0% 82.2%  5.8%

2. Governance Meeting Execution 18.0 20 89.9% 88.0%  1.9%

3. Governance Preparation 9.9 10 99.2% 99.2% No change 

4. Governance Attendance 7.7 10 76.9% 83.0%  6.1%

5. Governance Follow Through 9.9 10 99.3% 98.2%  1.1%

6. Governance Learning 7.4 10 73.5% 77.6%  4.1%

OVERALL 88.1 100 88.1% 85.9%  2.2%

*DICES represents the following survey dimensions: decision-making, internal relationships, capacity and engagement, ethics and fiduciary duties, and strategic focus 

There are four performance areas that experienced significant shifts when compared to the 2017 ratings. 

There was an impressive 5.8% increase in the governance DICES Survey results. This is the most heavily weighted component of governance 
evaluation based on critical feedback provided by Board Directors, committee members and senior staff on core elements of governance 
performance. Survey respondents reported stronger levels of strategic focus, governance decision-making, interpersonal dynamics and 
appropriate governance oversight. The survey also gave an endorsement of the governance direction that the organization is setting. 
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The Governance Meeting Execution performance category is the second most critical performance area in the evaluation model. Based on 
monitoring of approximately 65 hours of governance meetings, meeting effectiveness increased by almost 2% and achieved an 89.9% rating. 
Overall, there was increased performance during meetings related to time and agenda management, member engagement and business 
summarization. 

There are two performance areas that experienced rating decreases. Both of these performance drops were influenced by a common factor, 
attendance. 

There was a 6.1% drop in governance meeting attendance. There was also a 4.1% decrease in the Governance Learning rating that was largely 
attributable to a reduction in Board Director and committee member attendance. While most members maintained reasonable to full levels of 
attendance, there were specific members who were routinely unavailable for scheduled governance activities. At times, absences had an adverse 
impact putting quorum at risk, minimized fuller discussions and compromised learning and team-building objectives. Given that attendance 
challenges were isolated to specific members, OCHC expects that the underlying issues have been resolved and attendance will return to pre-2018 
levels. 

Based on the strong governance performance results achieved in 2018, continued governance investments in 2019 will be focused on: 

• Leveraging the Governance Multi-Block Planner to give strategic focus in longer-term governance planning
• Strengthening the strategic nature of reports to deliver executive summaries with clear performance, risk and financial analysis
• Ensuring meetings are organized and facilitated to maximize opportunities for discussion and decision-making
• Facilitating activities for governance committees and the Board of Directors to network and collaborate

While not specifically identified through this governance evaluation, in 2019 OCHC will complete the redevelopment of its Governance Policy and 
governance-related procedures. This work examines the broader governance direction and will identify other opportunities to advance and 
strengthen governance practices. 
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Governance Performance - Overall 

The aggregate governance performance rating for 2018 was 88.1%. This is 
a 2.2% increase in governance performance and another step in the 
growth of governance effectiveness since the standardized governance 
evaluation approach was introduced in 2016. 

The increased rating is mostly influenced by the strong results from the 
DICES Survey conducted with Board Directors, committee members and 
senior staff in September 2018. It also reflects strengthened meeting 
dynamics that were identified during ongoing meeting monitoring 
throughout the year. 

Overall, performance results indicate that governance performance 
continues to be very strong and there are no significant governance risks. 

 

Governance Performance - By Category 

When the overall 2018 rating of governance is broken down across the six 
governance categories, there are consistently strong levels of governance 
performance across all areas. 

Opportunities to enhance governance in 2019 largely call for a continuation 
of the strategic investments currently underway: 

• Build strategic agendas with appropriate discussion time 
• Strengthen strategic focus of governance reports 
• Ensure meetings maximize discussion and decision-making 
• Facilitate governance networking and collaboration 

Additionally, while not a systemic issue, there were specific members 
whose attendance was inconsistent and this had an adverse impact on 
governance performance. This appears to have been resolved and OCHC 
will increase monitoring of attendance through 2019 to ensure attendance 
challenges are identified and addressed as they occur. 
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DICES Survey - Overall 

The DICES Survey was conducted by Transform Management Consulting  
in September 2018. It was administered to Board Directors, committee 
members and senior staff to gather critical feedback in the five survey 
areas: Decision-Making, Internal Relationships, Capacity and Engagement, 
Ethics and Fiduciary Duties, and Strategic Focus. 
A detailed report was prepared by the consultant on the survey results. 
The report findings identified high levels of governance against these 
criteria at 88%. This is a significant increase of 5.8%. 
The survey endorsed the investments that were made in committee 
recruitment, risk management, strategic planning and performance 
reporting over the last year. While there were no significant governance 
gaps identified in the survey, respondents encouraged continued focus to 
build strategic business agendas and ensure governance bodies are 
provided with risk-based business intelligence. 

DICES Survey - By Category 
The annual DICES Survey was conducted in September 2018. Feedback 
from Board Directors, committee members and senior staff identified strong 
performance across survey categories. Ratings ranged from 85% to 92%. 
All category ratings increased from 4% to 8% compared to 2017 survey 
results. 
A key finding from the survey was to reinforce the strengthened 
governance practices that have been introduced and built since 2014. The 
survey did not identify emerging governance needs, however it did endorse 
continuing efforts to advance the following themes: 

• Focus agendas and governance planning at a strategic level
• Provide reports that deliver strategic information
• Create networking and collaboration opportunities
• Ensure governance learning opportunities are built into agendas
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Governance Meeting Execution 

Meeting performance was monitored using a standardized checklist. 
Approximately 65 hours of meeting time was assessed through the 
governance year. 
There was a consistently high level of meeting execution in 2018 at 89.9%. 
This represents three years of strong results in this governance category. 

Governance bodies continue to perform well against most criteria such as 
approving and following agendas, respecting protocols, engaging 
participants and meeting time management. 
In 2018, meeting performance increased with growing member 
engagement in discussions and more efforts to summarize agenda items. 

Governance Preparation 

The introduction of the Multi-Block Planner continues to positively 
contribute to overall preparation. This tool is used in mid-range planning to 
sketch out governance meetings over several months. It has eliminated a 
significant level of last minute planning for meetings. 
Additionally, the business process for report development has been 
reviewed and quality control functions have been streamlined. Features of 
the new SharePoint software also have been incorporated to assist in 
collaborating on the production of reports and ensuring they are organized 
and produced for on-time delivery to governance bodies. 

While there will be continued efforts to make business processes more 
efficient in this area, the results to ensure that governance meetings are 
well-planned has been exceptionally strong for two consecutive years.  
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Governance Attendance 

Overall, there was a 6.1% decrease in attendance levels at governance 
meetings in 2018. 

The reduced levels of attendance had direct impacts on governance 
performance. Lower participation reduced several meetings to minimum 
quorum levels where the senior staff needed to follow up and improvise 
solutions to achieve quorum including asking members to call in for partial 
meetings and adjusting meeting times and agendas. On one occasion, a 
meeting was cancelled given insufficient attendance. 
Absences were related to specific members’ availability and are not seen as 
symptomatic of broader governance issues. OCHC has increased monitoring 
and follow-up of specific attendance challenges and to offer support to 
members so they can fully participate in governance. 

Governance Follow Through 

The governance Follow Through rating has been consistently strong over 
the last two years. 
The rating reflects that meeting debriefs have been completed promptly 
with the Chairs to review meeting performance and confirm governance 
direction. Additionally, meeting minutes have been prepared and quality 
controlled for distribution to the committees and the Board in a timely 
fashion. The task system tracking tool that was implemented in early 2016 
to track and manage governance actions continues to work effectively. 

There are no specific areas of improvement identified. 
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Governance Learning 

In 2018, the overall learning rating dropped by 4.1% to 73.5% in 2018. 
This continues a decline in the rating that commenced in 2016. 

The primary cause for the decline is lower participation in learning events. 
On average, about one third of governance members participated in the 
learning plan, (excluding committee member orientation where attendance 
was 100%). Learning satisfaction rates in 2018 were varied. There were 
two sessions delivered by OCHC staff that received very high satisfaction 
scores while one learning session facilitated by an external resource 
obtained a much lower rating. 

Senior staff completed a full consultation with the governance bodies in 
2018 on the learning approach. Members endorsed the learning plan and 
asked that future sessions be facilitated by OCHC employees, that they be 
advertised well in advance and that learning be built into meeting agendas 
where this is possible. 

Governance Learning - By Event 

The governance learning rating is based on three learning events 
conducted in 2018 for Board and committee members: 

• Effective Meetings
• Cannabis Awareness
• New Member Orientation

The rating for each event is calculated based on attendance and learning 
satisfaction surveys. 

In general, satisfaction scores have been high. The Cannabis Awareness 
session received a satisfaction rating of 90% and the New Member 
orientation scored 98%. Attendance levels however reduced learning event 
ratings. The ratings are consistent with themes raised from committee 
consultations that were completed on governance learning in 2018. 
Members reported that the quality of learning was high and with clearer 
and earlier advertising, members are committed to these events. 
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REFRESH OF OCHC CODE OF CONDUCT

TO: BOARD OF DIRECTORS

MEETING DATE: March 21, 2019

FROM: Devin Winson
Manager, Total Compensation and HR Policy

PURPOSE:
FOR APPROVAL

Approval of the refreshed OCHC Code of Conduct

STRATEGIC
OBJECTIVE:

Foster an organizational culture of leadership, accountability and 
continuous improvement

NEXT STEPS: Communicate to stakeholders

PENDING APPROVAL
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1. CONTEXT

 OCHC’s Code of Conduct was last reviewed and approved in 2014.

 On October 17, 2018, recreational cannabis became legal in
Canada.

 OCHC’s Code of Conduct requires updating to align with the new
Substance Use Standard, which provides direction and guidance to
employees on the use and possession of impairing substances in
the workplace (e.g., cannabis, alcohol, medications).

 A need was identified to align the Code of Conduct with updated
language in other approved policies, procedures and standards.
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2. KEY APPROVAL ELEMENTS

 Updated language that aligns with new and updated policies,
procedures and standards, including:
– Substance Use Standard
– Conflict of Interest Policy
– Workplace Violence and Harassment Policy
– No Smoking Policy
– Use of Digital Networks and Devices policy
(See Appendix A, changes are highlighted in yellow)

 Other minor editorial changes to improve clarity
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3. CONSULTATION

 Code of Conduct approved by the Board in May 2014

 Updates completed in collaboration with the Strategy and
Governance team

 Approved by the senior management team

 Presented to the Corporate Performance Committee in
February 2019
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4. KEY IMPACTS, BENEFITS & RISKS

 Provides updated direction and guidance to staff, Board and
Committee members, contractors and volunteers on the use
and possession of impairing substances at work (e.g., cannabis,
alcohol, medications)

 Aligns Code of Conduct so it is consistent with new and
updated policy language

 Supports clarity for staff and improved defensibility as a term
and condition of employment
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5.  FINANCIAL IMPACT

 There are no direct financial implications associated with this 
report.
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6. SUCCESS MEASURES

 The refreshed Code of Conduct will be communicated to staff
and other stakeholders.

 OCHC will track completion of a yearly affirmation that staff
have read and understood the Code of Conduct.
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7.  NEXT STEPS

 Communicate to stakeholders.
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8. RECOMMENDATION (S)

 That the Board of Directors approve the refreshed Code of
Conduct as attached to this presentation (Appendix A).
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QUESTIONS
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APPENDICES

A. New OCHC Code of Conduct
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APPENDIX A 

OCHC Code of Conduct 
 
The Code of Conduct articulates the core values and behaviours that are applied in our day-to-
day activities as we provide services to tenants and communities of Ottawa Community Housing 
Corporation (OCHC). OCHC tenants reflect a community who often come with diverse, complex 
and challenging backgrounds. As representatives of OCHC, Board and Committee members, 
employees, contractors and volunteers (for the purpose of this Code, hereafter together 
referred to as “employees”) will demonstrate high standards of ethical and professional 
behaviour, expected of leaders in social housing.  By working in alignment with OCHC values, 
we demonstrate respect and earn the trust and confidence of our colleagues, tenants, 
community partners and other stakeholders. 
  
It is important that we demonstrate accountability for our actions. The Code of Conduct does 
not provide answers for all situations or questions that may arise. Instead, it is intended to 
promote ethical decision-making and behaviours, and make ethics and integrity a part of the 
way we perform our jobs. Through collaboration we have the ability to promote the best 
interests of our tenants and a professional work environment for our employees.  
 
In order to achieve excellence and to provide the best customer service, all employees are 
required to comply with legislative requirements, the Code of Conduct and OCHC policies, 
procedures, standards and other guidelines. Employees are encouraged to talk to a manager or 
Human Resources when unsure about the best course of action in a particular situation, or if 
they require further clarification regarding this Code of Conduct. 
 
In addition to the Code of Conduct, Board and Committee Members must also comply with 
OCHC Governance Policies and the Board and Committee Conflict of Interest Procedure. These 
documents address the obligations specific to Board and Committee Members. Each Board and 
Committee member makes a written commitment to comply with these obligations. 
 
Some employees, including engineers, lawyers and accountants, have professional obligations 
and will also work in a manner that is consistent with the standards identified by their 
professional associations. This Code of Conduct is not intended to conflict with these 
professional standards or the terms and conditions outlined in collective agreements or 
employment contracts.   
 
The Code of Conduct includes: 
 

1. Conflict of Interest 
2. Confidentiality 
3.1. Occupational Health and Safety3.2. Safe and Respectful Workplace 
4. Substance Use and Impairment   
5. No Smoking 
6. Protection and Proper Use of Company Property and Assets 
7. Use of Internet, Email and Electronic Media 
8. Personal Conduct 
9. Maintenance of Licenses and Qualifications  
10. Breaches of the Code of Conduct - Reporting 

 
This Code of Conduct will be reviewed with employees on an annual basis. 
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Questions and disclosures arising from this Code of Conduct should be directed to the following: 
Employees: A manager or Human Resources 
Contractors: A contract’s issuing manager 
Volunteers: Designated OCH manager or supervisor 
Board or Committee member: The Board or Committee Chair 

1. Conflict of Interest 

It is important that work is performed, and decisions are made, with the best interests of OCHC 
in mind. A conflict of interest occurs when the personal or business interests of an employee 
(including the interests of a related person, or business associate, as defined in the Conflict of 
Interest Policy) could influence their ability to make decisions with integrity, impartiality and in 
the best interests of the Corporation. Work must be performed without bias, without favour and 
without allowing personal interests to conflict with or influence work decisions.   

Personal interests can be of a personal, financial, or professional nature and can include a 
personal gain, benefit, advantage or privilege. A conflict of interest includes using a position, 
confidential information or corporate time, material or facilities for personal gain or 
advancement. Avoiding real, potential or perceived conflicts of interest is essential to operating 
with integrity and in an ethical manner. Employees are required to report to their manager any 
real, potential or perceived conflicts between their personal interests and their responsibilities 
as an employee of OCHC. 

For more information, please refer to OCHC’s Conflict of Interest Policy. 

2.  Confidentiality and Privacy 

OCHC employees have access to confidential information regarding tenants, contractors, 
suppliers and employees. Employees must keep such information confidential. Employees have 
a responsibility to understand why information is collected and how it is properly used, stored 
and disposed of. 

When an employee is in doubt as to whether certain information is confidential, no disclosure 
should be made without first asking the appropriate manager. This expectation of care and 
discretion in the handling of confidential information applies to disclosures both within and 
outside OCHC, including disclosures to other OCHC staff or external contacts. 

Obligations relating to confidentiality and use of confidential information continue after the end 
of employment with OCHC.  

Please read and refer to OCHC’s Personal Information and Privacy Policy, the Staff Guide to 
Personal Information and Privacy or contact OCHC’s Privacy Officer. 

3.1.  Occupational Health and Safety 

OCHC, employees and other stakeholders work together to maintain a safe and healthy work 
environment. Employees must take every precaution reasonable in the circumstances for 
personal safety and the safety of others, and report incidents, injuries, illnesses and hazards, 
including unsafe equipment, practices or conditions.  
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Please read and refer to OCHC’s Occupational Health and Safety Policy for the rights and 
responsibilities of employees, managers and the Corporation. 

3.2.  Safe and Respectful Workplace 

OCHC is committed to providing employees with a safe and respectful working environment in 
which all employees are treated with respect and dignity. OCHC will not tolerate behaviour that 
may be considered as harassment, violence or discrimination under the Occupational Health and 
Safety Act or the Ontario Human Rights Code. 

OCHC employees have a right to a safe workplace and are responsible for fostering a work 
environment that is free from harassment, violence or discrimination. Employees are required to 
report immediately when they become aware of incidents or complaints of harassment, 
discrimination and violence, so that they may be investigated. 

OCHC will respond to incidents of harassment, violence and discrimination in the workplace in a 
timely and professional manner.   

Please read and refer to OCHC’s Workplace Violence and Harassment Policy.  

4.  Substance Use and Impairment 

Employees must report to work and remain able to perform assigned duties safely and 
efficiently without limitations or impairment due to the use or aftereffects of impairing 
substances, including alcohol, cannabis, prescribed or non-prescribed medications, or illicit 
drugs. 

Employees will not consume impairing substances while at work, while on duty, while driving an 
OCHC vehicle or while conducting OCHC business (including during paid/unpaid breaks and 
lunch). This is both unsafe and professionally unacceptable. 

Employees will not possess, share, distribute or sell cannabis, illicit drugs or drug paraphernalia 
while at work, while on duty, while driving an OCHC vehicle, or while conducting OCHC 
business. Personal quantities of un-opened alcohol are permitted in the workplace (e.g., as part 
of gift exchanges) but should be removed from the workplace as soon as practical. 

Off-duty employees who attend off-site OCHC-related events that are primarily social in nature 
(e.g., retirement parties, work celebrations, networking activities, etc.), or business and social 
events hosted by other organizations must exercise good judgment and ensure that they do not 
compromise safety or their ability to represent themselves professionally on behalf of OCHC. 

Employees will proactively disclose to their manager or Human Resources if they are required to 
take any prescription or non-prescription medication (including medical cannabis) where such 
usage may give rise to impairment while at work, while on duty, while driving an OCHC vehicle, 
or while conducting OCHC business. Medications must be used responsibly and as prescribed 
and not impair an employee’s ability to perform work in a safe and efficient manner. Disclosures 
will be treated as confidential. 

OCHC recognizes that alcohol and drug dependency and addictions are treatable illnesses. 
OCHC encourages employees to seek assistance for substance dependency and addictions 
issues before they have an impact on their health, safety or performance. 
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Please read and refer to OCHC’s Substance Use Standard. 

5. No Smoking 

All OCHC property and places of work, including OCHC vehicles, are non-smoking. Employees 
may not smoke on any OCHC property including offices, workshops, outdoor common areas and 
parking lots. The restriction on smoking is in effect at all times, including scheduled breaks, and 
includes the use of tobacco, cannabis and other substances that generate smoke.  

Please read and refer to OCHC’s No Smoking Policy.  

6.  Protection and Proper Use of Company Property and Assets 

Ensuring that all OCHC property and assets (keys, tools, materials, vehicles and electronic 
devices) are secured and protected at all times is essential. Such property and assets must only 
be used for legitimate business purposes and should not be removed from the workplace 
without authorization from a manager.    

OCHC assets may not be given to any other parties without the consent of management. 
Employees may not destroy or remove items belonging to OCHC or OCHC tenants without 
proper authorization. The removal of items from the workplace (e.g., tenant home, common 
space, office or workshop) by an employee for personal use is not permitted.  

Any inappropriate use of OCHC assets or suspected theft must be reported immediately. 

Please read and refer to OCHC’s Disposal of Assets Policy and Integrity Policy. 

7.  Use of Digital Networks and Devices 

OCHC provides individuals with access to electronic devices to complete their work. The devices 
are provided to individuals so that they can responsibly access networks of work information, 
information technology systems and the Internet. The primary use of the Internet, electronic 
devices and networks is for OCHC business purposes. While limited and appropriate personal 
use is permissible, this use should be minimal and not interfere with OCHC business. Employees 
must protect against and report unauthorized access, inappropriate use, security breaches, and 
damage or loss of OCHC digital networks and devices.  

Under no circumstances should employees use OCHC digital networks or devices to send, 
receive, share, access or store any communications or materials that are violent, threatening, 
pornographic, unlawful, discriminatory or derogatory to any individual or group. 

Please read and refer to OCHC’s Use of Digital Networks and Devices Policy and Standard. 

8.  Personal Conduct 
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OCHC employees must present and conduct themselves in a manner that demonstrates 
professionalism. Employees are expected to exercise good judgment when representing OCHC, 
whether at work or outside of work. Understanding that employees are the face of OCHC, it is 
important to dress appropriately. Work attire must be professionally appropriate, clean, neat 
and free from offensive language and images, consistent with appropriate hygiene, safety and 
specific job requirements. When uniforms are provided, they are worn as a condition of 
employment.   

Employees must conduct themselves in a manner that is respectful of civil and statutory 
obligations. Employees are accountable for responsible attendance and the timely completion of 
timesheets and claims for reimbursement. It is important that employees are fully engaged 
during working hours and that personal activities are not allowed to interfere with work.   

9.  Maintenance of Licenses and Qualifications 

Some positions require that an employee have a license (e.g. driver’s license or security license) 
or an accreditation to perform their duties. It is the employee’s responsibility to maintain such 
licence or accreditation and to report immediately to their manager any suspension or loss. 
Employees are required to provide proof of a valid license upon request. 

10.  Breaches of the Code of Conduct - Reporting 

Employees are required to report actions that may be a violation of this Code of Conduct. When 
the investigation of a complaint or incident is necessary, employees are required to cooperate in 
the investigation. Violations of this Code of Conduct and/or related policies, procedures, 
standards and guidelines may include, but are not limited to, verbal or written reprimand, 
suspension (with or without pay), termination (with or without notice), and/or legal action. 

Employees may report violations without fear of retaliation or reprisal. OCHC does not permit 
retaliation of any kind against employees for good faith reports of suspected violations. An 
employee who makes a false or malicious report alleging a violation of the Code of Conduct will 
be subject to corrective action.  
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MOTION 

Date:  March 21, 2019 

Moved by: 

Seconded by: 

Whereas, 811 Gladstone is the first phase of a mixed-used and mixed-income 
development, which includes redevelopment of the OCHC Rochester Heights 
community. 

Whereas, on September 20, 2018, the Board of Directors received report number 
OCHC-069/18, relating to the Rochester Heights redevelopment indicating that OCHC 
will continue pursuing additional grant funding sources to increase affordability, such as 
the 2018 Action Ottawa RFP.  
Whereas, on December 5, 2017, the funding allocation from the City of Ottawa provides 
further affordability without being a subsidy. As a result, OCHC was successful for an 
additional grant funding of $10,973,225 for 86 units, resulting in grant funding for all of 
the 140 units in Phase 1 of the Rochester Redevelopment.  

Therefore, be it resolved that, pursuant to an Action Ottawa Affordable Housing 
Initiative, “Request for Qualifications Summer 2018 - Previously Funded Projects” issued 
by the City on July 11, 2018, the Corporation was authorized to apply for additional 
funding for 811 Gladstone Avenue to increase the number of funded affordable housing 
units to 140, all as set out in an Amending Agreement between the City and the 
Corporation, dated December 31, 2018.  
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TENANT EXPERIENCE PERFORMANCE REPORT

TO: BOARD OF DIRECTORS

MEETING DATE: March 21, 2019
FROM: Alain Cadieux

Director, Property Management and Support Services, Tenant 
Experience

PURPOSE:
FOR INFORMATION

To update the Board of Directors on Tenant Experience Performance 
Reports

STRATEGIC
OBJECTIVE:

Deliver Quality Services, Every Tenant, Every Home

NEXT STEPS:

PENDING REVIEW
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1. EXECUTIVE SUMMARY

 Annual performance report on corporate operational measures
(Appendix A)
– Tracked and monitored by Tenant Experience through 2018
– Covering call centre, maintenance, pest management, functional queues,

tenant satisfaction and vacancy/turnover

 Demands for each of these services has evolved
– 0.8% decrease in Call Centre volume
– 30.2% increase in Integrated Pest Management volume
– 11.3% increase in After-Hours Maintenance volume
– 0.3% increase in housing occupancy rater which is already near capacity

at 98.9%
– 96.2% is the proportion of calls answered within 30 seconds thereby

exceeding the target of 80% associated to the ONENumber
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EXECUTIVE SUMMARY CONT’D

 High level of performance across areas
– Targets were typically met or exceeded
– High and sustained levels of tenant satisfaction
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2. CONTEXT
 24/7 OCHC Call Centre

– Serves as the communication hub for tenants, staff and contractors for many
services

– Provides emergency services and senior management communication
support during emergency situations

– Call Centre performance is monitored and managed through various
measures: volume, response rate, response time and tenant satisfaction

 Integrated Pest Management
– New service launched in Q1, 2016 to better respond to pests, (cockroaches

and bedbugs) and have expanded to increase tenant satisfaction
– Quality audit results measures the quality and consistency of the service

delivered
 Maintenance Services

– Based on a service delivery model and IT system introduced in March 2014
– Improved capacities to organize, assign, and track maintenance work
– Dedicated teams to enhance overall consistency, effectiveness, and quality
– Demand maintenance requests to contractors for such work as heating,

elevators, ventilation or other building systems are not part of this reporting56



2. CONTEXT CONT’D
 After-Hours Service Delivery

– After-Hours Service Maintenance Delivery team was launched in September 
2015

– The After-Hours Maintenance Service Delivery (AHSD) model ensures:
• responsiveness to the needs of tenants
• a clear menu of services for tenants and staff, with priorities and response times 

clearly defined
• maintenance emergency situations are effectively addressed 

– AHSD responds to the following priorities after hours:
• Immediate Response: flood, fire, elevator entrapment, access, etc.
• Emergency: no water, no electricity, no heat in winter, etc.
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CONTEXT CONT’D

 Tenant Communication: ONEnumber & Functional Queues
– Ottawa Community Housing launched a new telephone model on March

6th, 2017 with one number and with simple options to select
– A staff member, as part of a functional queue, will be available to answer

callers’ basic needs. The intent of the model is for any OCHC staff person
in that functional role to have the ability to answer 90% of basic inquiries

 Vacancy and Turnover
– Performance in this area has been strong and demonstrates that OCHC

has maximized tenant occupancy across the portfolio. This is
corroborated when OCHC rate is comparable to the Canada Mortgage and
Housing Corporation (CMHC) one.

– A streamlined vacant unit preparation process is
being implemented during 2019, with an expectation that average vacant
days will be reduced.
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3. KEY IMPACTS, BENEFITS AND RISKS

 Performance measures and targets provide objective information to 
enable proactive and informed management of Call Centre, demand 
maintenance and pest management service delivery.

 Overall, there is a high level of performance in all areas, where targets 
were typically met or exceeded, contributing to OCHC strategic goal to 
Deliver Quality Services to Every Tenant, Every Home.

 Data identifies that demand for each of these services has grown; 
consequently impacting resource requirements and potential risk to 
our ability to continue meeting service targets.
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4. CONSULTATION
 At the time the Call Centre was established, extensive consultation 

was undertaken to identify best practices and relevant performance 
benchmarks for OCHC.  These remain relevant and in place.  

 Ongoing tenant contact to obtain feedback on maintenance service is 
in place, and the tenant surveys provide a good indicator of service 
levels for both the Call Centre and Maintenance teams.  

 Demand Maintenance and Call Centre service protocols are in place, 
and are reviewed on an ongoing basis for enhancement to ensure 
that tenant service practices meet ongoing needs.

 The OCHC target for vacancy and turnover has been set following 
Board discussions during the last two years.

 This presentation was received for information by the Client Services 
Committee on March 7, 2019. 60



5. RECOMMENDATION(S)

 That the Board of Directors receive this presentation for 
information.
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QUESTIONS
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APPENDIX
A. Tenant Experience Performance Report – 2018 

Core Services Performance Measures and Analysis
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February 2019 
Board of Directors 

Tenant Experience Performance Report - 2018 

Core Services Performance Measures and Analysis 

Appendix A 
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Tenant Experience Performance Report- 2018 

Executive Summary 

This report provides analysis on services provided to the tenants who live in OCHC communities. The quality of the service delivery plays an 
important role to maintain clean, safe homes for tenants and contribute to a positive tenant experience.  

The report focuses on the following core tenant services: 

• Call Centre Services
• ONE number Services
• Maintenance Services
• Integrated Pest Management Services
• After-Hours Maintenance Services
• Vacancy and Turnover

In this year’s report we have included vacancy/turnover activity which summarizes Ottawa Community Housing Corporation’s (OCHC) performance 
to efficiently manage the turnover of vacancies and maximize occupancy of the portfolio. This activity is measured on the following four 
performance metrics: 

• Portfolio Use Percentage
• Non-Active Rentals - By Reason
• Housing Occupancy Rate
• Average Vacant Days

2018 Highlights: 

• 0.8% decrease in Call Centre volume
• 18.0% decrease in Maintenance volume
• 30.2% increase in Integrated Pest Management volume
• 11.3% increase in After-Hours Maintenance volume
• On-time delivery of services has consistently met service standards
• Quality ratings are exceeding service standards
• Maintained levels of client satisfaction:

o Call Centre – 93.1%
• 98.2% of the units occupied or available for rent
• An average of 261 out of the total 14,711 units were out of stock
• On average, 98.9% of available homes were rented in 2018
• The vacant days, (the period between units becoming vacant and being re-rented), averaged 52 days in 2018
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For ease of reference, the following table serves as a guidepost to the metrics included in this report: 

Appendix A Metrics 

Department Measure 
Call centre Call volume 
Call centre Response rate 
Call centre Response time 
Call centre Tenant satisfaction 
Demand maintenance Service volume 
Demand maintenance On time delivery 
Demand maintenance Tenant satisfaction 
Pest management Service volume 
Pest management On time delivery 
After hours Service volume 
After hours On time delivery 
ONEnumber Service volume 
ONEnumber Response rate 
ONEnumber Response time 
Vacancy and turnover Portfolio usage 
Vacancy and turnover Non-active rental 
Vacancy and turnover Occupancy rate 
Vacancy and turnover Average vacant days 
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Call Centre Service Volume 

In 2018, the Call Centre received 242,298 calls for maintenance, safety, 
integrated pest management and after-hours maintenance services.  

The Call Centre experienced a decrease of 2,098 calls (0.8%) compared to 
2017. 

 

 

Call Centre Response Rate 

The Call Centre has an established service level objective of answering 
90% of calls within 30 seconds.  

In 2018, the Call Centre answered 91.4% of calls within 30 seconds, 
exceeding the objective by 1.4%.  

In Q3 and Q4 2018 the Call Centre experience some staffing changes due 
to positive attrition. The new team members are ramping up so it is 
expected to see a slight dip in service while during onboarding.  
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Call Centre Response Time 

The Call Centre has an established average speed of answer objective of 20 
seconds. 

In 2018, the Call Centre average speed of answer was 19.2 seconds, below 
the objective by 0.8 seconds. 

In Q4, the call centre experienced a higher than expected call volume 
impacting the average speed of answer to 25.9 seconds. In Q3 and Q4 
2018 the Call Centre experience some staffing changes due to positive 
attrition. The new team members are ramping up so it is normal to see a 
slight dip in service while they master the role. 

Monthly operational monitoring of response time will continue in 2019. 

Call Centre Tenant Satisfaction 

Tenant satisfaction surveys (10) are completed on a weekly basis with a 
randomized list of tenants. Tenants are contacted by telephone to rate 
service quality in three areas: responsiveness, resolution, and service to 
tenant skills. 

Call Centre services continued to receive high levels of satisfaction ratings 
from OCH tenants. In 2018, the satisfaction level was 93.1%.  

Surveying highlights that “service to tenant” skill was most highly rated in 
2018 receiving a 93.7% satisfaction rating. 
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Maintenance - Service Volume 

In 2018, OCH completed 63,038 maintenance work orders, a decrease in 
volume of 18.0% (13,842) over the previous year.  

The decrease in volume can be attributed to two factors. Fire Life Safety 
inspections being completed under contract with a vendor. Change in 
resource management for Turnover and Routine maintenance where work 
is being assigned as one works order with multiple jobs instead of multiple 
works orders for one job each. This has helped to increase tenant 
satisfaction for Routine as we are attending the home one time for multiple 
items rather than multiple visits. 

 

Maintenance On-Time Delivery 

In 2018, OCH delivered maintenance on-time 87.5% missing the objective 
of 90% by 2.5%. This is a slight decrease of 4.9% from 2017. 

We experience extreme weather (tornado) impacting our ability to deliver 
on-time maintenance services in Q3. As well, the time to complete works 
orders with multiple jobs increased. The new maintenance service delivery 
model will allow us to increase effectiveness in 2019. 
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Maintenance Tenant Satisfaction 

Tenant satisfaction surveys (10) are completed on a weekly basis with a 
randomized list of tenants. Tenants are contacted by telephone and rate 
service quality in three areas: responsiveness, solution, and service to 
tenant skills. 

There has been a 7.13% decrease in overall tenant satisfaction with 
demand maintenance services in 2018.  

The new maintenance service delivery model will allow us to increase 
effectiveness in 2019 and in turn increase tenant satisfaction. The new 
model allows for increased responsiveness, quality, and service to tenants. 

Pest Management Volume 

The Integrated Pest Management (IPM) approach was introduced late in 
Q1 2016. This is a service that had previously been provided through 
outside contractors. This is a multifaceted approach to prevent, mitigate, 
respond to, and treat the presence of bed bugs, roaches, and ants in OCH 
communities.  

Since its introduction, IPM services have been in heavy demand. In 2018, 
pest-related services averaged almost 6,300 work orders per quarter. 

The IPM team has expanded to take on some contracted services to in-
house to provide better service to tenants. Close monitoring of service 
delivery will continue in 2018 to more fully understand the service needs 
across OCH communities. 
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Pest Management On-Time Delivery  

In 2018, 98.5% of pest work orders were completed within priority 
objectives. Performance exceeded the performance objective by 8.5%. 

These results are noteworthy, particularly given that the IPM team 
experienced higher than projected work order volume and expanded the 
services to provide treatment for ants and inspections for crawling insects. 

 
 
 
 
  

After-Hours Maintenance Volume 

The After-Hours Maintenance Service Delivery (AHSD) model was launched 
in mid Q3 2015. This service had previously been provided through on-call 
maintenance staff.  

In 2018, OCH completed 11,741 after-hours maintenance calls, an increase 
in volume by 1,183 work orders (11.2%) over the previous year.  

The volume in 2018 is higher than expected due to weather related issues 
and an extreme weather event. (cold, extreme heat, flooding, heating, and 
tornado). 
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After-Hours Maintenance On-Time Delivery 

In 2018, 99.6% of After-Hours Maintenance works orders were completed 
within priority objectives exceeding the service standard by 9.6%.   

ONEnumber Service Volume 
In March 2017, Ottawa Community Housing introduced ONEnumber and 
functional queues to ensure all tenancy and maintenance questions are 
directed to the appropriate person the first time.  

This reflects OCH’s direction to improve the tenant experience and first call 
resolution. 

In 2018, the functional queues received 73,369 calls for service for tenancy 
and maintenance. 
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ONEnumber Response Rate 

ONEnumber has a service level objective of answering 80% of calls within 
30 seconds.  

In 2018, the functional queues answered 96.15% of calls within 30 
seconds, exceeding the objective by 16.15%. The response rate was 
sustained through all quarters and this is a positive indicator given that the 
functional queues are new. 

ONEnumber Response Time 

ONEnumber has an average speed of answer objective of 20 seconds. 

In 2018, the ONEnumber average speed of answer was 17.45 seconds, 
exceeding the objective by 2.5 seconds. The response time was 
consistently exceeding objectives through all quarters and this is a positive 
indicator. 
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Portfolio Use Percentage 

The percentage of the OCHC (in 2017 - 98.6%) portfolio that was either 
occupied or available for rent in 2018 was 98.2%. This is a strong level of 
performance and consistent with previous years. It confirms that most of 
the portfolio is in good condition and meeting the primary goal of providing 
homes to tenants. 

An average of 261 units were out of stock and not rented to tenants in 
2018. The status of out of stock units has been monitored through the 
year. Some of these units have been retrofit for tenant services and 
programs. Other space requires capital repair or is scheduled for divestiture 
or demolition. 

Non-Active Rental - By Reason 

An average of 1.8% of the portfolio was not available for rent. Most of 
these units are permanently out of stock.  

An average of 96 units were out of stock as long-term vacancies, because 
they were being held for rehousing in support of OCHC’s Portfolio Renewal 
Strategy or required major capital repair needs. 

The remainder of these units were removed from active rental status for 
office or agency program space, divestiture, or demolition. 

Portfolio Use Percentage (2018)

Available for Rent Unavailable for Rent Rented
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0.3%
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Diversiture Office Space Agency
Space
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Non-Active Rental - By Reason (2018) 
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Housing Occupancy Rate 
The occupancy rate is the average percentage of the available OCHC 
housing portfolio that is rented. Through 2018, OCHC continued to 
maintain a high occupancy rate of 98.9%. OCHC has maintained this level 
over the last three years.  

OCHC’s 2018 occupancy rate is similar to Ottawa’s overall occupancy rate 
of 98.4%, reported by Canada Mortgage and Housing Corporation (CMHC). 
According to CMHC, the continuing high demand for rental housing is a 
result of Ottawa’s overall population and full-time employment growth.  

 

 

 

Average Vacant Days  
The vacant day period is the number of days an available unit is vacant 
between tenancies. The average vacant days was 52 in 2018.   

Annual performance slightly exceeded the 50-day target that had been set 
for the year. This is the third consecutive year that OCHC has achieved or 
come close to achieving the target since it was established. OCHC met or 
exceeded the target in Q3 and Q4. 

In 2018, OCHC conducted a business process review using the Lean 
methodology to identify opportunities for improvement in the unit 
preparation approach. The Lean outcomes will be implemented through 
2019. 
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TENANT EXPERIENCE ADVISORY GROUP UPDATE

TO: BOARD OF DIRECTORS

MEETING DATE: March 21, 2019

FROM: Guy Arseneau,
Chief Operating Officer

PURPOSE:
FOR INFORMATION

To update the Board of Directors on the Tenant Experience Advisory 
Group Future Mandate and Vision

STRATEGIC
OBJECTIVE:

Deliver quality services to every tenant, every home
Innovate to meet housing and financial needs

NEXT STEPS:

PENDING REVIEW
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1. EXECUTIVE SUMMARY

 The Tenant Experience Advisory Group (TEAG) will have a
continued role as an overarching core group that will build on
the foundational work that has been completed to date
– identify priority areas for outreach / focus groups
– receive feedback and provide input
– monitor and evaluate tenant impacts and engagement activities
– provide input on communication strategies and plans
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2. CONTEXT

NEW format includes:
 Stability and continuity with revamped membership on TEAG and

assurance of two meetings minimum per year
 Innovative approaches and outreach with focus groups and social

media message board - 5 identified groups proposed
 Increased number of tenant representatives
 Continued objective of co-lead model for Chair
How to engage when it comes to rehousing or impacts of
relocation on tenants:
 Review other redevelopment initiatives which have impacted tenants

with rehousing
 Look at other peripheral services where housing or rehousing

considerations are important
 Use of social media, collaboration tools, surveys
 Propose that we start with known groups that have more difficulty

adjusting to relocation
78
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2.  CONTEXT CONT’D
Focus Groups will create an opportunity to obtain input on specific topics 
related to tenant and community impacts with groups identified:
 Elderly: long-term care (LTC) homes, retirement homes and aging in 

place and LTC home wait list manager to discuss key determinants for 
location selection by residents

 Non-English speaking residents and multicultural groups: 
focus group with Centre for Immigration and community services; 
centre for new immigrants

 Physical and Mental Health: Royal Ottawa Hospital, CMHA 
 Youth: Youth Services Bureau, youth employment and support 

programs
 Households with school-aged children: school boards to discuss 

closures and openings of schools; focus group with Children’s Aid 
Society and Youth Services Bureau

 Low income residents: OCHC tenants and others via message 
board 79



3.  CONSULTATION

 TEAG members completed an online survey summer of 2018 
providing their feedback on the ongoing TEAG mandate and 
membership.

 On October 25, 2018 and update was provided to the Client 
Services Committee on the scope of accomplishments by the 
workgroup.

 Communication and outreach to 215 households in two 
redevelopment communities and several divestiture locations

 Over 100 tenant participants at community redevelopment 
meetings

 135 tenant households successfully rehoused in OCHC homes
 Tenants rehousing survey captures the successful results 

(Appendix A)
 This presentation was received for information by the Client 

Services Committee on March 7, 2019.80
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4. TENANT REHOUSING SURVEY PRINCIPLES &
SUMMARY

1. Provide options and support tenants,
2. Work with agencies to assist tenants requiring additional

supports,
3. Make every effort to minimize disruptions,
4. Communicate with tenants in a clear and timely manner,
5. Continue to provide rental subsidies for tenants who have them

at the time of rehousing.

Total tenants contacted: 135

Total responses received: 80 (59.26% of tenants contacted 
responded)

Tenants who responded by phone: 74

Tenants who responded by mail: 6

Rochester Heights responses: 16
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5. TENANT REHOUSING SURVEY

Questions Absolutely Somewhat Not 
at All NA

Do you feel that you had adequate 
information to understand your options?

54 (68%) 12 14

Were you given enough time to 
consider your options and move to your 
new home?

60 (71%) 10 10

Did you receive the support you needed? 59 (75%) 11 9

Were you treated with respect? 71 (90%) 1 1
Did the Rochester Heights Newsletter
provide you with clear information?

16 (70%) 5 3 56

Did you attend community info meetings 
at 280 Rochester?

21 - Yes --- 35 - No 24

If yes, did you find them useful? 14 (75%) 4 2 60
What form of communication do you 
prefer? (circle all that apply)

12
Community 

mtgs

49
Written

38
In 

person

8
Partners

Overall, how would rate your rehousing 
experience?

57 (71%) 13 10

Are you pleased with your new home? 53 (66%) 16 1182



6.  KEY IMPACTS, BENEFITS & RISKS

 The reconstituted advisory group is evolving in a manner 
consistent with the continued progress of redevelopment

 Opportunity to seek focused input allowing for more 
depth consideration of specific matters

 Opportunity to broaden tenant representation thereby 
building capacity for tenant engagement within OCHC

 New model of engagement being created that will need to be 
evaluated for effectiveness 
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7. NEXT STEPS

 Refresh Terms of Reference for core group
 Develop recruitment approach
 Create a roadmap for rehousing and launch focus groups re:

key milestones
 Recruit and confirm membership for core group with OCHC

Client Services Committee

84



8. FINANCIAL IMPACT

 There are no direct financial implications associated with this
report.
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9. CONCLUSION

 The establishment of TEAG provides valuable perspective and
advice to OCHC in relation to tenant impacts related to the
portfolio management strategy.

 An update to the TEAG Terms of Reference will build on the
foundational work that has been accomplished, and continue to
represent the interests of impacted tenants and communities.
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10. RECOMMENDATION (S)

 That this presentation be received for information by the Board
of Directors.
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QUESTIONS
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APPENDIX

A. Tenant Rehousing Survey Results
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TENANT REHOUSING SURVEY RESULTS

Appendix A
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SURVEY PRINCIPLES & SUMMARY

1. Provide options and support tenants,
2. Work with agencies to assist tenants requiring additional

supports,
3. Make every effort to minimize disruptions,
4. Communicate with tenants in a clear and timely manner,
5. Continue to provide rental subsidies for tenants who have them

at the time of rehousing.

Total tenants contacted: 135

Total responses received: 80 (59.26% of tenants contacted 
responded)

Tenants who responded by phone: 74

Tenants who responded by mail 6

Rochester Heights responses 16
91
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TENANT REHOUSING SURVEY

Questions Absolutely Somewhat Not 
at All NA

Do you feel that you had adequate 
information to understand your options?

54 (68%) 12 14

Were you given enough time to 
consider your options and move to your 
new home?

60 (71%) 10 10

Did you receive the support you needed? 59 (75%) 11 9

Were you treated with respect? 71 (90%) 1 1
Did the Rochester Heights Newsletter
provide you with clear information?

16 (70%) 5 3 56

Did you attend community info meetings 
at 280 Rochester?

21 - Yes --- 35 - No 24

If yes, did you find them useful? 14 (75%) 4 2 60
What form of communication do you 
prefer? (circle all that apply)

12
Community 

mtgs

49
Written

38
In 

person

8
Partners

Overall, how would rate your rehousing 
experience?

57 (71%) 13 10

Are you pleased with your new home? 53 (66%) 16 1192
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QUESTION 1
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QUESTION 2
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QUESTION 3
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QUESTION 4
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QUESTION 5
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QUESTION 6

98



- 10 -

QUESTION 7
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QUESTION 8
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QUESTION 9
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QUESTION 10
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HIGHLIGHTS - OPEN ENDED QUESTIONS

 What is a positive that you could say about your rehousing 
experience?

– Very helpful and mostly stress free, great service
– Given enough time to get organized
– Beautiful house, location, building
– Close to bus and now I have an elevator and don’t need to use 

stairs
– Good information, a lot of patience
– Staff went above and beyond to find me a new home
– Kind and respectful staff

103



- 15 -

HIGHLIGHTS - OPEN ENDED QUESTIONS

 Please provide any other comments about your rehousing that
could help us adjust our approach in the future.

– Maintenance, repair of new home
• Some repairs still needed
• Cleanliness of area, building could be better
• Welcome inspection not done

– More time needed to move (elderly, mental health)
– More communication / clarity on what will be done for repairs in

new home
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REHOUSING SURVEY – LESSONS LEARNED

 Communicate, communicate, communicate – use varied
approaches

 One on one meetings with those displaced and the support and
respect from staff is key to successful rehousing

 Consider scheduling of moves to manage vacancy loss
 Keep expectations clear throughout process

Principles are key in approaching rehousing . Keep them 
relevant, current and tailored to the specific community 

that is impacted
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BRIEFING NOTE 

Objective Response to January 17, 2019 Board inquiry on Tenant Insurance. The Board asked 
staff to provide information on OCHC’s ability to increase the uptake on 
tenant insurance, and ensure continued coverage during the lease period.  

Legal Context • A lease can require that a tenant have insurance.
• The new standard lease (market rent only) that was rolled out by the

Ontario government in 2018 only allows a landlord to require liability
insurance. The tenant may decide whether to get personal or content
insurance.

• OCHC requires tenants to provide proof of insurance before taking
possession of their unit, and the lease requires that they maintain it.

• The Landlord & Tenant Board (LTB) will enforce a requirement to
have insurance if it is in the lease. However, a landlord must show
that it has made attempts to have the tenant remedy the situation
first, such as letters asking for proof of insurance.

• As with all eviction applications, the LTB is required to analyze
whether it is fair to terminate a tenancy, even when the claim is
proven. A landlord cannot purchase insurance, charge the tenant for
the premiums and collect it as if it is rent. (This is permissible for
some items, such as parking, but not insurance).
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Current Practice • All new leases since 2014 must have proof of insurance coverage
(others may choose to opt in).

• Currently, 40% of tenants have insurance.
• Throughout the process, education is provided related to the

requirement and benefits of insurance coverage to tenants through
social media, the OCHC website, tenant newsletters, the tenant guide,
as well as a brochure and outreach during Fire Prevention Week.

o education to applicants on waiting list
o education to potential tenants at time of their home selection
o suggested insurers (content insurance) are provided to

prospective tenants and they can select their own
• New leases are only executed upon proof of insurance (copy of

policy)
• Annual review process is self-disclosure on insurance coverage

o Since implementation of new standard lease (provincial), only
liability insurance is required

o OCHC involvement in maintaining tenants’ insurance is not
possible, other than continued education and encouragement.

o The Landlord and Tenant Board does not support the eviction
of tenants who do not maintain insurance (mediation possible)

Considerations • Insurance companies are looking for annual premiums up front from
tenants, due to numerous default payments

• During claims, one insurer requires a credit card – not possible for
some tenants

• Payments made in arrears for those with Ontario Disability Support
Program (ODSP) who pay insurance for tenants

• Insurance coverage is not available for rooming houses
• Equal treatment of tenants – whether you have coverage or not, same

treatment and support by OCHC
• Since implementation of new standard lease (provincial), only liability

insurance is required
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• OCHC involvement in maintaining tenants’ insurance is not possible,
other than continued education and encouragement.

• The Landlord and Tenant Board does not support the eviction of
tenants who do not maintain insurance (mediation possible)

2013 Board 
Motion re: Tenant 
Insurance  

In December 2013, the Board approved that mandatory tenant insurance be required 
for all leases. The following is the approved motion: 

OCHC-123/13 - Updated Tenancy Lease 

Moved by:  Ms. Hoad 
Seconded by:  Ms. Kambites 

That the Board of Directors receive the updated lease for information and 
approve the requirement of tenant insurance as a term of the lease 
agreement. 

 Carried 

Supplemental 
Information/ 
Resources 

Appendix A: Board report on Updated Tenancy Lease, OCHC-123/13, 
December 12, 2013. 

Opportunities • Investigate how OCHC can interact with insurers on behalf of tenants
to ensure that insurance coverage is secured and maintained during
their tenancy; this would also allow for tracking of coverage

• Explore the potential for a full marketing campaign to entice pre-2014
tenants to secure insurance and others to maintain their coverage.

• Explore enhancements to the annual review process
• Explore and implement where feasible, leading practices

Date Prepared: March 6, 2019 
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APPENDICES 

Appendix A: Board report OCHC-123/13 on Updated Tenancy Lease, December 12, 2013. 
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Report No.: OCHC-123/13 Meeting Date: December 12, 2013 

OTTAWA COMMUNITY HOUSING CORPORATION 

REPORT TO THE BOARD OF DIRECTORS 

FOR APPROVAL 

1. SUBJECT

Updated Tenancy Lease

2. RECOMMENDATION(S)

That the Board of Directors receive the updated lease for information and approve
the requirement of tenant insurance as a term of the lease agreement.

Jo-Anne Poirier Contact:   Laurene Wagner 
Chief Executive Officer 613-520-2276

Denise Dupuy
613-729-3136 ext. 6223

3. BACKGROUND

All tenants are required to sign a lease prior to moving into an OCH housing unit.  The
lease identifies the rights and responsibilities and the legally contracted obligations of
both landlord and tenant.  The current OCH lease originates from 2002.  More recently,
in 2012, a no-smoking lease addendum was included for new communities such as
Crichton and Carson’s Road (Attachment 1).

4. DISCUSSION

Through the business transformation projects that were undertaken over the past year,
the tenancy lease agreement was identified for review. The lease has been updated and
includes proposed policy changes enforcing no-smoking on OCH property and tenant
insurance requirements. The lease has also been reformatted to improve understanding
through the use of graphics and plain language. Lease production will be software
generated and implementation will coincide with the implementation of the IT project.
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Tenant Insurance 

Currently, while tenants are advised that they should obtain insurance, it is not expressly 
identified as a condition of the lease agreement and therefore enforcement processes 
are not in place. A tenant insurance package is available through SOHO, an affordable 
insurance package specifically tailored to social housing tenants. While the tenant 
insurance package is actively promoted, many tenants are without insurance coverage. 
The data available at the time of writing this report indicates that fewer than 2,000 
households have reported having tenant insurance.  From our fire experience history 
over the past couple of years (167 fires from 2006 to 2012), 30 tenants or 18% carried 
insurance at the time of the fire. 

The OCH insurance coverage provides a reduction in premiums where tenant insurance 
is a requirement.  A further savings is available where there is an established process in 
place to ensure coverage is maintained throughout a tenancy.   

The requirement for tenant insurance as stipulated in the updated lease will apply to 
new tenancies with the introduction of the lease in March 2014. As well, this 
requirement will apply to tenants who transfer within OCH. 

Changes to the Lease Agreement 

A clearer and more accessible document: Updating the lease provided an 
opportunity to simplify language and to use visual graphic aids to help make the lease 
more accessible. 

No-Smoking Policy clause:  The updated lease now includes a clause for tenants to 
agree and contract not to smoke in their homes (including balconies) and on OCH 
property in general.  This clause is based on the current OCH No-Smoking Lease 
Addendum and the proposed No-Smoking Policy and reads as follows: 

“You agree not to smoke or let any other person smoke in your unit, on the 
balcony, yard, in common areas of the building or anywhere on OCH property. 
‘Smoke’ means inhaling, exhaling, breathing or carrying a lit or burning cigarette, 
cigar, tobacco, or other similar product whose use generates smoke.” 
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Tenant Insurance and Liability Coverage 

The updated lease formalizes the insurance requirement and obliges tenants to 
demonstrate proof of insurance prior to lease signing and move-in. The lease also 
stipulates that tenants must maintain insurance coverage throughout their tenancy and 
that they will be required to provide yearly confirmation.  The new tenant insurance 
clauses read as follows: 

a. You are required to purchase tenant insurance, including comprehensive 
personal liability coverage and to maintain that insurance throughout your 
tenancy. OCH is not liable for any claim that is or could have been 
covered by your insurance. 

b. OCH is not responsible for any damage to your property or to the property 
of other occupants or guests, in your unit, or elsewhere in the building, 
subject only to OCH’s obligations at law. 

c. OCH is not responsible for any injury to you or other persons, or for any 
damages sustained by you or other persons anywhere on the premises, 
subject only to OCH’s obligations at law. 

d. OCH is not responsible if you or other persons are hurt or any damage is 
caused because of an act or negligence of another tenant, household 
member, their guests or their pets, subject only to OCH’s obligations at 
law. 

General Housekeeping Items 

Other changes to the lease include clarification related to accessing tenant homes; 
defining privacy; and, expectations for tenants to report maintenance requirements and 
safety concerns. These changes clarify OCH’s expectations and provide improved 
messaging. 

5. CONSULTATION

The changes were made after a review of leases from other providers including
Centretown Citizens Ottawa Corporation (CCOC) and a review of OCH’s No-Smoking
Policy in consultation with the Corporate Affairs Committee.  Education and awareness
with tenants at District Based Committee meetings, the Tenant Forum and through
various fire prevention events have promoted the value of carrying tenant insurance.
The changes were also discussed with the Tenant Advisory Group at its November 12th

meeting and District Based Committee meetings this fall will provide a presentation on
tenant insurance.

This report was received by the Corporate Affairs Committee on November 28, 2013.
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6. FINANCIAL IMPACT

There is no significant cost related to the implementation of the updated lease.  There
will likely be a modest reduction in insurance premiums as a result of the No-Smoking
Policy and the requirement for mandatory tenant insurance.  The value of these
practices has been recognized by the Housing Services Corporation and the program
insurer.  There will be a positive longer term impact on our loss history as OCH is able to
recover some restoration costs from the tenants’ insurers and the incidence of smoking
related property damage is reduced.

___________________________ 
Ven Giannantonio 
Director of Finance 

ATTACHMENT(S) 

Attachment 1:   OCH No-Smoking Addendum 
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CORPORATE WORK PLAN PERFORMANCE
2018 YEAR END SUMMARY 

TO: BOARD OF DIRECTORS 

MEETING DATE: March 21, 2019 

FROM: 
Brent Schwieg 
Director, Strategy and Governance 
Organizational Effectiveness 

PURPOSE: 
FOR INFORMATION 

To provide a summary of OCHC’s 2018 performance against the 
Corporate Work Plan 

STRATEGIC
OBJECTIVE: 

Foster an organizational culture of leadership, accountability and 
continuous improvement 

NEXT STEPS: 

 Integrate new or revised corporate projects in the 2019-2021
Corporate Work Plan (February 2019)

 Incorporate significant project accomplishments in the Annual
Report to the Shareholder

 Continue quarterly monitoring of Corporate Work Plan

1. EXECUTIVE SUMMARY

 The revised approach to executive reporting on the Corporate Work Plan has
now been used for two successive quarters with a favourable response from the
Senior Executive Committee, Board Committees and the Board of Directors.

 At the conclusion of Q4, 2018, OCHC is reporting an on-time completion forecast
of 89.2%.There were five projects experiencing challenges that are being
successfully mitigated, with some delays in deliverables.

 There was one project that encountered a significant challenge as a key partner
was unable to secure funding. The project was cancelled and will be re-scoped.

 There are no governance risks identified from the ongoing monitoring of
corporate projects.

 An updated Corporate Work Plan is currently being finalized to cover the period
2019 to 2021 and will be presented to the Board in May 2019.
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2. CONTEXT

 A new, high-level report on corporate project performance was developed in the
fall of 2018 that incorporates graphs and a heat map to give a more strategic
and risk-based summary of work plan progress (see Appendix A).

 The Board requested that this format be continued and that the Corporate Work
Plan be monitored on a quarterly basis by the Senior Executive Team.

 The Q4, 2018 status of corporate projects was reviewed with departments in
early January 2019. Overall, there were minor changes in the status of projects
reported in Q3, 2018.

 The results of the quarterly reviews are now included in the performance
reporting system (Q-BIT) and can be accessed by Board and Committee
members at any time.

 The Corporate Work Plan is a rolling document that covers three years of
planned project work in support of the Strategic Plan. It is updated annually.

3. CONSULTATION

 This report has been presented internally to the Extended and Senior Leadership
Teams.

 This report was discussed with the Corporate Performance Committee, the Client
Services Committee and the Finance and Audit Committee. Given that the
Portfolio Management Committee did not meet in this cycle of governance, it will
be shared at its next meeting in April 2019.

4. KEY IMPACTS, BENEFITS & RISKS

 Quarterly reviews of the Corporate Work Plan are providing clearer risk analysis
on major corporate change initiatives and strategic priorities. There are no
corporate risks identified in the year-end review of project performance.

 The Corporate Project On-Time Completion Forecast has identified strong project
management performance for two successive quarters.

 The two quarterly reviews using the measures and heat map have assisted the
Senior Executive Team to more clearly see project successes and strategize on
approaches to support corporate projects that are struggling.

 Adding this additional business intelligence to Q-BIT is providing timely corporate
performance information for Board oversight.

115



PENDING REVIEW 

- 3 -

5. FINANCIAL IMPACT

 There are no direct financial implications associated with this report.

6. CONCLUSION

 This method of monitoring and reporting on corporate projects is meeting
governance reporting requirements.

 The Corporate Work Plan is advancing as planned and there are no corporate
risks identified.

 OCHC will be implementing a standardized project management approach in
2019. This may produce additional project data that could supplement reporting
in this area.

7. RECOMMENDATION (S)

 That this presentation on the status of the 2018 Corporate Work Plan be received
by the Board of Directors.

APPENDICES 

A. SENIOR EXECUTIVE TEAM CORPORATE WORK PLAN PERFORMANCE SUMMARY
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2 

Executive Summary 

This report summarizes Ottawa Community Housing Corporation’s (OCHC) performance related to the three-year Corporate Work 
Plan (2018-2020). 

The Corporate Work Plan consists of 56 major change initiatives being advanced by OCHC in support of the Strategic Plan. The 
initiatives are balanced across OCHC’s four strategic goals, representing investments in OCHC communities, tenant service delivery, 
portfolio development and the overall business capacity of the corporation. 

This is a revised approach to reporting on corporate project performance. It is more streamlined and is now aligned to the corporate 
Q-BIT performance reporting model. This method of reporting was approved by the Board of Directors in November 2018. The Board 
requested that OCHC monitor and report on corporate project performance on a quarterly basis. 

The report is based on the following three reporting areas: 

• Corporate Work Plan - By Strategic Goal 
• Corporate Project On-Time Completion Forecast 
• Corporate Projects - By Risk Rating 

 
As of January 2019, corporate projects were largely being advanced as planned with 89.2% of projects forecasted for on-time 
completion. This is the second quarter of reporting where high levels of project performance are reported. 

There are six corporate projects that are experiencing some level of risk, (see attached Corporate Work Plan Heat Map). 

Five of these projects are being effectively mitigated. While there may be some delays in deliverables, successful outcomes are 
expected and the impact of delays is being managed. In general, delays have been encountered due to competing internal demands. 

There is a single project that has elevated from a mitigable to significant risk level. In this project, OCHC was working with a key 
partner to secure funding to increase placed-based mental health support for tenants with high mental health and addiction program 
needs in OCHC communities. Unfortunately, the funding was not obtained and the project has not proceeded. OCHC is considering 
alternate approaches and will re-scope the project for the upcoming 2019-2021 version of the Corporate Work Plan.  
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As of December 31, 2018, OCHC had completed 13 of the 56 corporate projects. The completed projects will be removed in the next 
version of the Corporate Work Plan and will be replaced with newly prioritized projects. The next quarterly summary of the Corporate 
Work Plan will be prepared in April 2019. 

OCHC will also be introducing a standardized project management model in 2019. Some of the features of the model may provide 
additional data to enhance corporate reporting on project management elements such as project size and resource utilization. 

Corporate Work Plan - by Strategic Goal 
Over one third (36%) of the Corporate Work Plan are committed to 
projects that advance redevelopment and growth of OCHC housing. 
Projects include investments to modernize and expand communities such 
as Ashgrove, Carlington, Rochester Heights, Gladstone, Foster Farm, 
Richelieu Court and Overbrook. 
The second most visible goal in the Corporate Work Plan includes projects 
to improve services to tenants (27% of the plan). These initiatives focus on 
setting clearer client service standards and strengthening approaches to 
service delivery. 

There are several critical projects that support OCHC’s overall business 
capacity (23% of the plan). They are a variety of investments in people, 
technology, governance models and housing sector leadership. 
Investments in community building make up 14% of the plan. Projects 
relate to the development of tenant capacity, measuring the impact of 
community engagement, strengthening community safety and leveraging 
community partners. 

23%

36%

27%

14%

0% 10% 20% 30% 40%

Leading with Accountability and
Continuous Improvement

Innovating in Housing and Financial
Needs

Delivering Quality Service

Nurturing Healthy Communities

Corporate Work Plan by Strategic Goal 
(2018-2020)
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Corporate Project On-Time Completion Forecast 

There are 56 major projects in the Corporate Work Plan (2018-2020). 
Departments report that as of December 31, 2018, fifty of these projects 
are advancing as planned. 
There is an 89.2% corporate project on-time completion forecast. This is 
the second successive quarter where a high completion rate has been 
forecasted. 
Departments identified positive work conditions that support project 
success. Most often, they identified that they have been able to work 
collaboratively with other departments to advance project work. 

Additionally, 13 projects in the Corporate Work Plan were fully completed 
on schedule through 2018. 

   

Corporate Projects - By Risk Rating 

Several of the corporate projects are major undertakings to be achieved 
over a number of years and will be monitored for emerging risks. 

In total, six projects are assessed as carrying levels of risk. 

Five projects have challenges that are being mitigated by OCHC. In these 
cases, projects have encountered delays that are caused by internal 
factors, namely that staff have not been advancing project milestones due 
to competing priorities and business demands. While timelines are being 
adjusted, OCHC fully expects to deliver on these projects. 

There is a single project that has reached a significant risk level. This 
project is intended to increase placed-based mental health support for 
tenants with high needs. The project cannot advance given that a critical 
partner in the project was unable to secure funding. The project is 
currently being re-scoped.  
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Appendix A - Corporate Work Plan Heat Map 

Nurturing Healthy 
Communities Delivering Quality Service Innovating to Meet Housing 

and Financial Needs 

Leading with Accountability 
and Continuous 
Improvement 

Implement the Community 
Engagement Policy 

Develop and launch the Tenant 
Experience  Framework 

Develop Portfolio Renewal 
Strategy (PRS) 

Revamp the Employee 
Performance Management 

System 

Develop and deliver the Tenant 
Training Program 

Establish service standards and 
evaluation methodology for 

housing administration services 
Establish a Long-Range 

Development and Financial Plan 
Implement a new job evaluation 

tool 

Establish the Community Index 
of Engagement measure 

Conduct a process review of the 
unit turnover business process 

Complete Phase 1 of Rochester 
Heights Redevelopment 

Develop and implement a public 
relations program 

Implement the Tenant Financial 
Responsibility Policy 

Implement written 
communication standards in the 
delivery of core tenant services 

Divest properties as part of the 
Portfolio Management Strategy 

Introduce a Talent Management 
Program 

Develop and implement 
Community Safety Policy and 

related procedures 

Implement a revised 
Maintenance Service Delivery 

Model 
Develop Gladstone Village Create and implement the Fire 

Life Safety Program 

Pilot a placed-based mental 
health approach in OCHC 

communities 

Conduct the biannual Tenant 
Satisfaction Survey 

Complete the planning phase for 
the development of Rochester 

Heights - Phase 2 

Establish a sector research 
collaboration network 

Pilot a social enterprise initiative 
Somali Centre for Family Services 

Conduct a pilot of parking 
services in OCHC parking lots 

Complete the planning phase for 
the redevelopment of Overbrook 

Develop and implement action 
plan for culture 

Develop and renew Partnership 
Agreements with priority partners 

Conduct a business process 
review of the Emergency 

Management Plan 

Complete construction of the 
Uplands infill development - 

Ashgrove 

Transition remaining 
departments to the Electronic 

Document and Records 
Management Software (EDRMS) 

solution 

Pilot new customer service 
approach at the Ramsey Office 

Complete construction of the 
development at Carlington 

Community 

Enhance the procurement 
function 

Assess Special Constable status 
for Community Safety Workers 

Redevelop Richelieu Court 
community Redevelop the Governance Policy 

Implement Dynamic Scheduling 
and Mobile Services software 

Complete the planning phase for 
the redevelopment of Foster 

Farm 

Develop and introduce an 
enhanced risk management 

approach 

Conduct a pilot of Tenant Self 
Service (Wi-Fi) 

Develop an overall Vendor 
Strategy 

Enhance the project 
management function 

Develop a unit assessment 
system 

Create a Non-Residential Lease 
Inventory 

Modernize the OCHC information 
technology network 

Complete an assessment of the 
Fire Life Safety Technology 

solution 

Streamline the business process 
for contractor access to tenant 

homes 
Complete an options assessment 
for an electronic tenant record 

solution 

Conduct a business process 
review of the tenant eviction 

process 

Conduct a business process 
review of the invoice process 

Review and update the OCHC 
Business Model 

Identify and implement capital 
planning software 

Develop and implement a Waste 
Management Strategy 

Implement guideline for the use 
of contractors 

Legend 

Project Complete 

• Project was delivered in scope, on time and
within resources

Little or No Risk 
• Project scope remains clear and stable
• Project is advancing along scheduled milestones
• Project is sufficiently resourced to advance and

deliver strategic results

Mitigatable Risk 

• Project has scope creep, milestone delays or
resourcing challenge that can be course-
corrected

• Impact of risks are manageable and will not
seriously compromise strategic results

Significant Risk 

• Project has scope creep, milestone delays or
resourcing challenge that cannot be course-
corrected

• Impact of risks will seriously compromise
strategic results
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NETWORK MODERNIZATION PROJECT

TO: BOARD OF DIRECTORS 

MEETING DATE: March 21, 2019 

FROM: Michael Wilson 
Vice President, Organizational Effectiveness 

PURPOSE: 
FOR INFORMATION 

To update the Board of Directors on the Network Modernization 
Project 

STRATEGIC
OBJECTIVE: 

Deliver quality services to every tenant, every home 
Innovate to meet financial and housing needs 

NEXT STEPS: 

• Implement next steps related to security and redundancy
• Collaborate with Asset Management on building system

management
• Continue to install network systems in other buildings, as

required

1. EXECUTIVE SUMMARY

 OCHC is working towards a network and infrastructure strategy centered on
mobility and cloud hosted applications to reduce cybersecurity risks. In order to
realize this strategy, the existing office and wide area networks were refreshed
with a platform capable of providing the necessary connectivity and monitoring
visibility.

 The platform is focused on wireless access as an optional form of user
connectivity and provides monitoring and management tools for a level of
visibility into network traffic to maximize the end user experience.

 The project commenced in 2017 and was completed in 2018, updating the
existing network infrastructure in OCHC offices and installing Internet Protocol
network capability in 62 buildings.

 The project concentrated on:
– Designing a new network infrastructure focused on wireless connectivity and

redundant prioritized connectivity to the internet
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– Developing an architecture that is secure, resilient, expandable and simple to
manage

– Centralizing network equipment purchasing decisions in order to drive
standardization and adoption of best practices

 The project goals included:

– Mobility - enhance user mobility with improved Wi-Fi coverage and increased
speed

– Visibility - target visibility into network traffic, allowing IM/IT to maximize the
user experience and security

– Expandability - standardize a homogeneous platform with a single central
control point, allowing for easier expansion with less resource requirements

– Security - provide enhanced logging and automation in handling threats

2. CONTEXT

 The existing infrastructure represented a growing risk as it aged, approaching
the tenth year in its life cycle. There were risks related to loss of connectivity
with critical software applications, including shared files and telephone services,
lack of redundancy (should the head office connection fail), and increasing
susceptibility to security breaches. The ability to utilize IP connectivity for
building systems was limited or non-existent.

 The project was groundbreaking for the IM/IT department. Approximately 370
days of work was required, and the final cost of the project was approximately
$546,000 for external professional services and equipment.

 Lessons learned:
– Improve estimates of internal resource requirements for initial site surveys,

identifying equipment locations, inspections and deficiency remediation.
– Include defined inspection, evaluation invoicing and commissioning processes

as part of the contractual agreement

 Next Steps:
– Implement network management tools to report on, monitor and generate

proactive alerts of critical network resources reaching critical thresholds
– Set up auto updating of firmware on network devices
– Update firewall policies on network appliances
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– Set up auto fail-over to district offices to mitigate Head Office system 
connection failure 

 
 
3. CONSULTATION 
 
 The initial project report outlining the project was received by the Corporate 

Performance Committee on November 30, 2017. 
 Senior management and other key stakeholders from various departments were 

part of the kick-off workshop, where input was gathered to inform the 
development of requirements. 

 Senior operations staff was consulted to identify specific requirements for 
individual buildings. 

 Regular updates were provided to staff, including work schedules and related 
planned system outages. 
 

 
4. KEY IMPACTS, BENEFITS & RISKS 
 
 Key impacts and benefits include: 

– Enhanced security (captures network anomalies and provides the ability to 
block specific web sites)  

– Provides the ability to inspect, monitor and tune network and application 
traffic flows 

– Increases redundancy, scalability and elasticity to support business evolution 
– Supports additional services such as building automation, system monitoring 

and controls (e.g. security cameras, HVAC, access systems, etc.) 
– Provides reliability and quality of internet connectivity through stabilization of 

services (enables end-to-end management of network resources) and the 
standardization of equipment (increases the ability to support the reduction of 
single points of failure on the OCHC network) 

– Enhanced redundancy of network infrastructure, including firewalls, switches 
and internet connections minimizing risk of extended system outages 

– Upgraded Wi-Fi networks, improving mobile communication reliability and 
supporting increases in mobile device usage 
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5. FINANCIAL IMPACT

 There are no direct financial implications associated with this report.

6. CONCLUSION

 Future reporting on the network status will be included within general technology
reports.

 Additional networks in residential buildings will be added as required over the
next five years.

7. RECOMMENDATION (S)

 That this report on the completion of the Network Modernization project be
received by the Board of Directors for information.
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CEO OPERATIONAL REPORT 

TO: BOARD OF DIRECTORS

MEETING DATE: March 21, 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
 Meetings with Fire Chief Ayotte and Police Chief Bordeleau took place to review

key priorities and areas of enhanced partnerships.
 OCHC attended the Annual Community Forum on Ending Homelessness to meet

collectively and exchange learning, best-practices and strategies.
 The OCHC and Algonquin College executive teams met to explore academic and

business opportunities.
 I represented OCHC as one of three panelists at the Telfer MHA Conference

Series on the topic: “Housing” a crucial piece in Health Transformation?
 A joint meeting with the LHIN took place where opportunities for supportive

living were discussed.
 OCHC attended the Mayor’s Breakfast on Housing and Homelessness led by

Ottawa Social Housing Network.
 I attended the Prime Minister Series on Delivering Transformative Change for

Canadian with the T. Hon. Brian Mulroney.
 A vendor information session was held by OCHC to review our procurement and

up-coming tenders. It was attended by many vendors.
 The OCH Foundation partnered with Youth Futures and Global Visions Junior

Team Canada to host a Youth Industry Roundtable.
 I participated in the pool tournament with residents at 125 McLeod along with

councillor Catherine McKenney, and safety services staff and MP Joel Harden.
 OCHF attended the Ottawa-Vanier Youth Council meeting where youth were

engaged in discussions on housing in Ottawa-Vanier.
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 The OCH Foundation in Collaboration with Ottawa Senators hosted a community
event were hockey equipment was distributed to community members.

 Many OCHC staff attended the Hockey Talk event with the Strathcona Tigers
which included a series of hockey talks and raised funds for children and youth
from the Strathcona Heights Community.

 I attended the West District Based Committee (DBC) meeting.

2. ASSET MANAGEMENT
 A public information session for the 811 Gladstone project's site plan and

rezoning applications was held on Tuesday, March 5th, 6-8pm, at 280 Rochester.
The purpose of the session was to review the project, to better understand the
proposal, and to provide input. The information was received well, with many in
attendance.

 Richelieu Court redevelopment is transforming 30 single home into 15 three bed
family homes. Interior demolition is almost complete, exterior demolition is
starting in March.

 Carlington Community is substantially complete and being rented up. Minor
grounds work is required in the spring.

 Uplands townhouses are complete and being rented up. Triplexes to be
completed by mid to late March, with minor grounds work required in the spring.

 5 townhouse designs are underway and costed to support opportunities with City
land or OCHC purchased land.

 Kroon electric will be performing De-Energized maintenance on secondary
electrical systems in 55 OCHC buildings in 2019.

 A major donation announcement from Enbridge in the amount of $406K and
1,200 smart thermostats was held with favourable media coverage. The smart
thermostats are expected to contribute to furthering OCHC’s energy savings as
well as to provide an opportunity to educate residents about energy
conservation.

3. ORGANIZATIONAL EFFECTIVENESS
 Carlington Community opening celebration, with a ribbon-cutting ceremony, held

on February 14 and generated positive coverage on several media platforms.
 Enbridge’s incentive cheque of $400k along with the donation of 1,200 Smart

Thermostats was presented February 22.
 Governance learning event took place on January 19, related to the 10-Year

Portfolio Renewal Plan.
 Production of the annual report to the Shareholder is underway.
 A post-mortem on OCHC’s response to the fire at 251 Donald is in process.
 The new Rents Interface went live on January 1st, 2019 and is stable.
 The new online Performance Appraisals solution for staff evaluation and

development went live in December 2018 and is in use.
 System changes related to the new Maintenance Service Delivery went live on

January 7th and are stable.
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 Asset Management’s information architecture for SharePoint is underway and
targeted for completion in Q2/Q3, 2019.

 IT security improvements continue:
– new and improved anti-virus software implemented on all servers
– Tenant FOB Building Access operating systems updated
– Northgate will transition from HTTP to a more secure HTTPS in April

 Modernized IT infrastructure has been implemented in four additional buildings.
 P-cards and expense cards have been rolled out with training and are being

used.
 The new Dynamic Resource Scheduler (DRS) and Kirona Mobile applications are

set to go-live in April.
 Recommendations from a Lean assessment of the Unit Turnover process and the

Emergency Incident Timeline protocol were approved and are to be
implemented.

 A refresh of the Strategic Environmental Scan for OCHC’s strategic plan is
underway.

 Speaking and briefing notes were prepared for the Pre-Budget Consultation for
Standing Committee on Finance and Economic Affairs, City of Ottawa Draft
Budget 2019 and the Mayor’s meeting on the 10-Year Portfolio Renewal Plan.

 A written submission was made to the Province of Ontario: Increasing Housing
Supply in Ontario.

4. COMMUNITY AND TENANT SUPPORT
 Since January, OCHC has been working 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 care model in two seniors buildings and one non-
seniors’ building with a high number of seniors.

 OCHC has joined the LHIN’s Champlain Dementia Network and is working with
the Bruyère Research Institute to develop a health study of OCHC seniors.

 Completed a review of Emergency Incident Timelines (EIT), the OCHC
communication process for serious incidents and emergencies.
Recommendations included reducing the types and number of incidents that are
communicated through EITs, clarifying escalation protocols, and seeking
independent verification of incidents.

 OCHC, as a member of the Community Development Framework (CDF), met with
the CEO of the Royal Hospital to discuss the need for more place-based supports
for people struggling with mental health and addiction challenges. Health system
thinking needs to move beyond clinical interventions to include building a sense
of belonging and the skills of daily living.

 Community Developers have begun to consult with 30+ tenant groups on the
formal tenant engagement structure. The gathering of views will continue until
the end of March. The review is looking at two broad questions:

– What are the benefits to tenants and OCHC of having engaged tenant
meeting across communities and what is the best way of doing this?
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– How can tenants continue to provide and improve input into senior
management and Board and Committee decisions?

 A working group of the Community Development team has begun the exercise of
looking at its tenant capacity building work with the eventual goal of tying all of
the work done to support engaged tenants and tenant groups into a single
coordinated program.

– A Trillium-funded program to support mediation training for tenants has
begun and will run for the remainder of 2019.

 In late February, OCHC hosted a two-day board meeting of the Canadian
Housing & Renewal Agency (CHRA) at our main office.

5. TENANT EXPERIENCE
 NEW Air Conditioner standard set to launch in May 2019 – staff are scheduled to

meet with local councillors who have OCHC affected buildings in their wards. The
sessions are to convey information and share communications strategies with
their offices.

 On January 7th, the NEW Tenant Experience Service delivery model
launched. Feedback from staff has been extremely positive and comments are
also received form tenants who already see the value of the change.

 On December 14th, a NEW process was launched to create and distribute an
emergency readiness form at the end of each week. The form is intended to
ensure a good pulse on what is happening in our communities and mitigate any
risk, particularly at times when operations are not fully staffed such as weekends
and evening.

 Sending shout outs to the staff responding to severe incidents over the past two
months – notably: a water main break on Russell Rd. in late January; a fire on
Regina Ave. on weekend of January 6th; responding to a critical incident in early
February at Murray St.

 Role of Tenant Liaison being explored in 12 buildings to serve as a real time
pulse of building activity and challenges to the Property Managers.

6. PEOPLE AND CULTURE/HR
 Conducted training on Delivers Great Service for all employees and people

leaders (13 sessions), and training on Leads People – Coaching Fundamentals (4
sessions) to support the implementation of the new OCHC Competency Model.

 Launched automation tool to support the new Performance Development
Program and conducted training with super users and all people leaders for a
total of 8 sessions.

 Mandatory training initiative for Working at Heights with planning for several
other underway (ie Electrical, Asbestos Type 1).

 Upcoming Management Forum on Effective Management Practices including a
section on Cannabis Legislation in the Workplace.

 Implemented results of job evaluation for all non-union jobs effective January 1,
2019.
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 Completed corporate health and safety review and third party WSIB Program
review, with action planning underway to address priority areas.

 Completed annual review and refresh of corporate Occupational Health and
Safety Policy; Board of Directors to approve in March.

 Code of Conduct refreshed to align with Substance Use Standard and new policy
language.

 Implemented changes to align with new statutory requirements for WHMIS
2015, including required training and validation and access to Safety Data
Sheets.

 Implemented changes to align with Bill 47 and changes to the Employment
Standards Act.

7. FINANCE
 Organized OCHC Vendor event held on March 8th.
 In 2018, Enbridge provided $450,000 of incentives to OCH’s Green Fund.
 We are currently developing Sourcing strategies to support the implementation of

standing offers for Construction Management Services, Real Estate Brokerage,
Transaction Management and Strategy Services and, Architectural Services to
support Redevelopment efforts.

8. RECOMMENDATION

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

Tenant Advisory Group Meeting 
Minutes 

453 Cooper St, 2nd Floor   Date:  January 15, 2019 
 Ottawa, Ontario  Meeting Start Time: 5:30 p.m. 

TAG Members:  Mr. Paul-Émile Fortin; Mr. Patrick Cassidy; Mr. Danny Roberge; Ms. Jennifer 
Phillips; Ms. Zeinab Mohamed  

OCH Staff: Mr. Brian Gilligan, Vice-President, Community Development; Ms. Lynne 
Williams, Coordinator, Community Development  

Guests: Ms. Katherine Papineau, DBC Vice-Chair (East); Mr. David Humphries, 
Francine Kyer, DBC Vice-Chair (Central) 

Absent: Mr. Chris Shute, Mr. Ron McCooey, Ms. Ramla Cainan, DBC Vice-Chair 
(South) 

AGENDA 

1. Opening and Welcome

2. Review and Approval of Agenda

3. Review and Approval of Minutes of November 20th, 2018

4. Review of the Board Package for January 17th, 2019

5. TAG Staff Award
Presenter: Brian Gilligan

6. Community and Tenant Support 2019 Work Plan
Presenter: Brian Gilligan

7. Information and Planning Items
• Development of New Tenant Welcome Wagon
• Disposal of old Air Conditioners
• Agenda for Winter DBC meeting
• Agenda for March 2019 TAG meeting

8. Next Meeting: March 19th, 2019
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1. Opening and Welcome

Mr. Fortin, Chair of the Tenant Advisory Group (TAG), welcomed members and guests.

A moment of silence was observed to honor the people who were injured and for those
who lost their lives by the recent bus accident.

2. Review and Approval of Agenda

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

That the agenda of the January 15, 2019 TAG meeting be approved with the following 
addition: 

Carried

3. Review of Minutes of November 20, 2018

Moved by: Mr. Humphries
Seconded by: Mr. Roberge

That the Minutes of the November 20, 2018 Tenant Advisory Group meeting be approved 
as written. 

Carried

4. Review of the Board Package for January 17, 2019

A brief discussion was held regarding the protocol for Board elections and appointments.

Mr. Gilligan provided an update on the December 12th fire at 251 Donald St. noting the
immediate and timely response, of staff, partners and contractors who, through their
efforts, assisted OCH in the return of nearly all impacted residents.

5. TAG Staff Award

Nominations for the recipient of this year’s TAG Staff Award will be discussed at the next
TAG meeting. Members of TAG will be asked to propose staff names.

6. Community and Tenant Support 2019 Work Plan

Mr. Gilligan provided an overview of the new CD Structure as of January 1, 2019. The
Department, retitled Community and Tenant Support will include the CD team, the Tenant
Support Workers (TSWs), Community and Safety Services (CSS) and the Volunteer
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Program. This new structure will bring greater consistency and standards across the 
department.  

Mr. Gilligan’s 2019 Work plan for the Community and Tenant Support Department will be 
emailed to TAG members.  

OCH continue to increase the number of courses being offered to tenants as well as 
training to tenants such as first aid mental health and food handling. 

OCH recognizes the importance of diversity and inclusion within staff teams and tenant 
groups. Staff are working with partners to ensure that work projects, including delays, are 
communicated to tenants and that signage is kept up to date. 

7. Information and Planning Items

Development of New Tenant Welcome Wagon

Discussion was held regarding the level of interaction with tenants. Attending in pairs was 
a proposed option. A template including basic information and a list of questions and 
answers will be developed with the help of the Community Development Managers (CDM) 
and reviewed by the TAG members at the next meeting. 

Disposal of Old Air Conditioners 

A discussion was held regarding the disposal of old air conditioners.  The OCH Air 
Conditioner Standards document will be provided to members at the next TAG meeting. 

Agenda for Winter DBC Meetings 

Ottawa Mediation Centre (OMC) will be invited to give an introductory mediation training 
at the Winter DBC meetings. 

TAG members are encouraged to attend upcoming DBC meetings. 

Agenda for March 2019 TAG meeting 

- Turnover Update - A member of the Turnover Team will be invited to present at the
next TAG meeting.

A draft TAG agenda for the March 19th meeting will be distributed to TAG members 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. 
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8. Next TAG Meeting
The next TAG meeting is scheduled for Tuesday, March 19, 2019 at 5:30 p.m.
39 Auriga Drive.
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REFRESH OF HEALTH AND SAFETY POLICY

TO: BOARD OF DIRECTORS

MEETING DATE: March 21, 2019

FROM: Devin Winson 
Manager, Total Compensation and HR Policy

PURPOSE:
FOR APPROVAL

Approval of the refreshed Health and Safety Policy

STRATEGIC
OBJECTIVE:

Foster an organizational culture of leadership, accountability and 
continuous improvement

NEXT STEPS: Develop new incident reporting and investigation procedure, 
tools and metrics

PENDING REVIEW
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1.  CONTEXT

 Employers are required to review their health and safety policies 
annually.

 Annual reviews are an opportunity to update language, references 
and reaffirm commitment to health and safety in the workplace.
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2. KEY APPROVAL ELEMENTS

 Minor rewording of Policy Objectives and Principles areas

 Policy name updated to clarify scope and minimize confusion
with other areas of OCHC’s business:
– Current: Health and Safety Policy
– Proposed: Occupational Health and Safety Policy

 New reference to Substance Use Standard under employee
responsibilities

 Minor editorial updates throughout policy for clarity and
accuracy
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3. CONSULTATION

 Review supported by OCHC’s new safety advisor

 Review supported by the Strategy and Governance team

 Reviewed by Joint Health and Safety Committee co-chairs

 Reviewed by the Corporate Performance Committee
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4.  KEY IMPACTS, BENEFITS & RISKS

 Adhere to requirement for annual review of policy

 Opportunity to update language, references and reaffirm 
commitment to health and safety in the workplace

 Integrate and reference OCHC’s new Substance Use Standard, 
which provides direction and guidance on the use and 
possession of impairing substances at work (e.g., alcohol, 
cannabis and medications)
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5. FINANCIAL IMPACT

 There are no direct financial implications associated with this
report.
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6.  SUCCESS MEASURES

 Develop new incident reporting procedure and tools to 
clarify and facilitate reporting requirements

 Develop new investigation procedure and tools to support 
managers and address workplace incidents and hazards

 Develop new metrics to support tracking of health and 
safety performance
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NEXT STEPS

 Develop new incident reporting and investigation procedure, tools
and metrics
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8. RECOMMENDATION (S)

 That the Board of Directors approve the refreshed Occupational
Health and Safety Policy as attached to this presentation
(Appendix A).
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APPENDICES

A. Proposed Occupational Health and Safety 
Policy
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Occupational Health and Safety Policy 

Organization 
Ottawa Community Housing Corporation 

Title/Subject 
Occupational Health and Safety Policy 

Owner 
Chief Executive Officer 

Approved by 
Board of Directors 

Date 
TBC 

Version 
3.0 

Page 1 of 7 

Effective Date Current target: March 21, 2019 

Approval Date Current target: March 21, 2019 

Review Date March, 2020 

Policy Statement Ottawa Community Housing Corporation (OCHC) is 
committed to creating and maintaining a safe and healthy 
workplace for employees, volunteers, business invitees, and 
Board and Committee members. OCHC is dedicated to the 
continuous monitoring and improvement of work practices 
and safety controls to reduce the risk of injury and illness in 
the workplace. 

Policy Objectives The objectives of this policy are to: 
• Establish and support OCHC’s commitment to ensure a

safe and healthy work environment
• Comply with occupational health and safety legislation

(the Occupational Health and Safety Act)
• Establish the health and safety responsibilities of

workplace parties
• Minimize workplace hazards and implement risk controls,

including safe work practices, procedures and training
Policy Principles • OCHC has the duty to take every precaution reasonable

in the circumstances to protect the health and safety of
employees, volunteers, business invitees, and Board and
Committee members

• Employees, volunteers, business invitees, and Board
and Committee members will work in a manner that is
consistent with applicable health and safety legislation,
OCHC policies, procedures and associated
documentation

• OCHC will respond to incident and hazard reports
related to health and safety in a timely manner and take
appropriate corrective action

• OCHC will support the work and mandate of the Joint
Health and Safety Committee (JHSC) and respond to
recommendations and reports received

Application This Policy applies to OCHC employees, volunteers, 
business invitees, and Board and Committee members. 
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Roles & Responsibilities 
 

Key Roles Key Responsibilities  
Chief Executive 
Officer (CEO) 

• Take every precaution reasonable in the circumstances for the 
protection of employees 

• Ensure compliance with applicable health and safety 
legislation, and OCHC policies, procedures and associated 
documentation 

• Appoint a competent person when appointing a supervisor 
• Ensure proper instructions, supervision and training is provided 

to managers, supervisors and employees to protect their health 
and safety 

• Assist the JHSC and health and safety representatives carry out 
their functions by identifying and addressing hazardous 
working conditions and practices 

• Ensure the equipment, materials and protective devices 
required to ensure the safety of employees are provided, used 
as recommended and maintained in good condition 

• Provide any required safety-related medical examinations and 
tests for employees 

• Assist in a medical emergency by providing any information, 
including confidential information, to a qualified medical 
practitioner and other prescribed persons for the purpose of 
diagnosis or treatment 

• Ensure that appropriate workplace facilities are provided and 
maintained  

Managers / 
Supervisors 

• Take every precaution reasonable in the circumstances for the 
protection of employees  

• Ensure compliance with applicable health and safety 
legislation, and OCHC policies, procedures and associated 
documentation 

• Ensure employees participate in training related to health and 
safety 

• Ensure employees use required personal protective 
equipment  

• Ensure that machinery, equipment, processes and the physical 
condition of the workplace support a safe and healthy work 
environment 
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Managers / 
Supervisors 
(continued) 

• Advise employees of the existence of any potential or actual
danger to their health or safety of which the supervisor is
aware

• Report and investigate incidents, hazards and work refusals to
determine root causes and to ensure appropriate and
necessary corrective action is taken

• Respond to reports and inquiries from members of the JHSC
• Provide the JHSC with information relating to hazards in the

workplace, as requested

Employees • Take every precaution reasonable in the circumstances for
personal safety and the safety of others

• Work in accordance with applicable health and safety
legislation, and OCHC policies, procedures, safe work
practices and associated documentation

• Participate in training related to health and safety
• Use personal protective equipment required by OCHC
• Report missing or defective equipment or protective devices
• Report incidents, injuries and illnesses
• Work in accordance with OCHC’s Substance Use

Standard
• Report known workplace hazards or violations of the

Occupational Health and Safety Act or OCHC policies or
procedures to the Manager / Supervisor

Joint Health and 
Safety 
Committee 
(JHSC) 

• Work in alignment with the terms of reference of the JHSC and
the responsibilities identified in the applicable health and
safety legislation, and OCHC policies, procedures and
associated documentation

• Assist OCHC in dealing with health and safety related matters
in a proactive manner

• Conduct workplace inspections to identify hazardous and
unsafe work conditions and recommend corrective action

• Promote safe work practices and encourage education and
training programs related to health and safety

• Participate in investigations of work refusals, and critical or
fatal incidents

• Liaise with external authorities, including the Ministry of
Labour (MOL) as required

Human 
Resources 

• Provide advice and support regarding applicable health and
safety legislation, and OCHC policies, procedures and
associated documentation

• Provide new employees with a copy of this policy during
orientation
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Human 
Resources 
(continued) 

• Ensure copies of this policy are available in print and
electronic format for employees to access

• Support investigations and corrective action
• Complete and submit Workplace Safety and Insurance Board

(WSIB) documentation after a workplace illness or injury
occurs

• Inform JHSC committee of workplace incidents and injuries
• Coordinate training related to health and safety
• Liaise with external authorities, including the WSIB and the MOL

Related OCHC 
Policies and 
Procedures

• Workplace Violence and Harassment Policy
• Incident Reporting Procedure
• Safe Return to Work Procedure
• Work Refusal Procedure
• Safe Work Practices
• Safety Alert Procedure
• Substance Use Standard

Other 
Supporting 
References

• Occupational Health and Safety Act 
• JHSC Terms of Reference
• OCHC Code of Conduct

Questions / 
Contact

Health and Safety Management System Advisor

Appendices 
Appendix 1 – Definitions 
Appendix 2 – Document History 
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Appendix 1 – Definitions 

Term Definition 
Business invitee A vendor, contractor, or other provider of goods and services to 

OCHC tenants or OCHC. Representatives of community 
organizations that have a relationship with OCHC are also 
considered business invitees 

Competent 
Person 

A competent person is defined in the Occupational Health 
and Safety Act (OHSA) as someone: 

• Who is qualified because of knowledge, training and 
experience to organize the work and its performance, 

• Is familiar with the (OHSA) and the regulations that apply to 
the work 

• Has knowledge of hazards or any potential or actual 
danger to worker health or safety 

Critical Injury “Critically injured” means an injury of a serious nature that: 
(a) Places life in jeopardy 
(b) Produces unconsciousness 
(c) Results in substantial loss of blood 
(d) Involves the fracture of a leg or arm, wrist, hand, ankle, or 

foot (but not a finger or toe), the fracture of more than one 
finger or more than one toe 

(e) Involves the amputation of a leg, arm, hand or foot (but not a 
finger or toe), the amputation of more than one finger or more 
than one toe 

(f) Consists of burns to a major portion of the body 
(g) Causes the loss of sight in an eye 
 

Employee A full-time, part-time, temporary or casual worker, student, 
volunteer or Board or Committee member 

Hazard A situation in the workplace where there is a chance of being 
injured or harmed; possible source of danger 

Incident An event resulting in an injury, damage to property or 
equipment, or that creates a workplace hazard 
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Joint Health and 
Safety Committee 

A collaborative workplace committee, composed of worker and 
employer representatives, established under the OHSA. The 
JHSC has responsibilities to inspect workplaces, participate in 
reviews of the safety program, participate in work refusals, and 
make recommendations to management about safety concerns 
in their workplace.  

Manager An employee’s Manager, Senior Manager, Director, Vice 
President/Department Head or Chief Executive Officer 

Ministry of Labour The provincial government department responsible for employment 
equity and rights, occupational health and safety and labour 
relations in Ontario 

Non-Critical Injury An injury that is not serious in nature (see definition of critical 
injury) 

Occupational 
Health and Safety 
Act (OHSA) 

The Occupational Health and Safety Act (OHSA) is Ontario's 
legislation for workplace health and safety. The purpose of the 
Act is to protect workers from health and safety hazards on the 
job. It sets out duties for workplace parties and rights for 
workers.  

Supervisor A supervisor is a person appointed by the employer who has 
charge of a workplace or authority over a worker (employee) 

Workplace Safety 
and Insurance 
Board (WSIB) 

The WSIB is an independent trust agency that administers 
compensation and no-fault insurance for Ontario workplaces 
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Appendix 2 – Document History 

Revision 
Number 

Date Author(s) Brief Description of Change 

1.0 2012-02-09 Salvatore, Melissa Board Approved Policy 
2.1 2014-08-25 Poirier, Valerie Alignment to new policy format and 

inclusion of OHSA requirements 
2.2 2014-09-03 Hastings, Kelly Review, formatting changes to ensure 

consistency with other OCHC policies 
2.3 2014-09-29 Poirier, Valerie Further define roles and responsibilities to 

reflect the role of “the Employer” 
2.4 2014-10-07 Poirier, Valerie Minor updates based on feedback from 

SMT and JHSC 
2.5 2014-10-28 Salvatore, Melissa Minor updates and formatting after review 

with Corporate Affairs Committee 
2.6 TBC Routine policy review. Minor updates and 

formatting changes 
3.0 TBC Secord, Scott Annual policy review. Minor updates and 

formatting changes 
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CAPITAL SPEND UPDATE – DECEMBER 31, 2018 

TO: BOARD OF DIRECTORS 

MEETING DATE: March 21, 2019 

FROM: Greg Finnamore 
Director of Finance and Procurement 

PURPOSE:
FOR INFORMATION

Update on 2018 Capital Spending 

STRATEGIC
OBJECTIVE: 

Innovate to meet housing and financial needs 
Foster an organizational culture of leadership, accountability and 
continuous improvement 

NEXT STEPS: 

1. EXECUTIVE SUMMARY

 For 2018, the revised capital spend allocation was $54.2 million:
‒ $14 million for the Capital Works Program;
‒ $8 million committed for work from previous years including multi-year projects, such as

$1.5 million in fire safety system replacements, $900,000 in elevator modernization, 
$700,000 in plumbing system replacements, $1.2 million in mechanical, heating and 
generator replacement, $600,000 in roofing replacement, and other exterior restoration 
and revitalization; 

‒ $25.2 million in other spending that includes $7 million of capital overhead, $4.7 million 
for restoration including the Ontario Fire Code retrofit, $1.8 million replacement of 
furnace and water hot water tanks and other building systems components, $8.4 million 
for vacant unit turnover, and $1 million for the Richelieu Court Revitalization project; 

‒ $7 million in Social Housing Improvement Program (SHIP) and Social Housing Apartment 
Retrofit Program (SHARP) funding. 

 As at December 31, 2018, 88% of the overall Capital budget and 97% of the planned
Capital Works Program projects were committed, in progress or completed.

 In 2018, Ottawa Community Housing Corporation (OCHC) received approval for additional
Social Housing Apartment Improvement Program (SHAIP) funding, which will provide in
total $19.6 million to fund retrofit projects across existing portfolio.
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 As noted in Q3 2018, funding represents Year 1 of SHAIP Program funding.  Year 2 and 3 

were cancelled by the Provincial Government July 2018. 
 In 2018 OCHC received $9.8 million of SHAIP funding and related work for $9 million was 

committed.   
 

2. CONTEXT 
 
 Appendix A provides an overview on capital spending across all programs to December 31, 

2018. Key information includes spending by program and category.  
 
 

3. CONSULTATION 
 
 External engineering consultants are engaged to provide guidance on key building systems 

including elevators, roofs and safety systems and to inform the Capital Works Program.  
 The remaining capital budget was prepared in consultation with Tenant Services with input 

from both an operational and tenant perspective.  
 All departments identified non-project capital requirements during the budget development. 
 This report was received by the Finance and Audit Committee on March 5, 2019. 
 
 

4. KEY IMPACTS, BENEFITS & RISKS 
 
 The implementation of the Capital Works Program ensures improved condition of the 

housing stock and reduces deferred maintenance.  
 Improvements to the housing stock will also improve resident living conditions and the 

tenant experience at OCHC.  
 The execution of the Capital Works Program is to some degree, weather-dependent. As 

such, there is a risk that adverse weather conditions may impede the contractors’ ability to 
undertake work in the timeframe identified.  

 Salary expenses related to the delivery of the Capital Works Program are tied directly to the 
program.  

 Capital projects and investment lead to the increased useful life of an asset. Technology 
and/or system enhancements aim at improved functionality and/or support business needs 
and management decisions.  
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5. FINANCIAL IMPACT

 Spending for the Capital Works Program funded from the capital reserves.
 For 2018, $54.2 million has been allocated, of which $22 million is for new and ongoing

capital works projects.
 As at December 31, 2018, 97% of the planned Capital Works Program projects are

committed, in progress or completed.
 The remainder of the SHARP and SHIP funding was recorded in 2018 and related program

expenditures totalled of $10.4 million.
 SHAIP program was not budgeted for 2018; however, a total of $19.6 million was approved,

of which $9.8 million was received. In 2018 OCHC contracted $9 million of related work.
 Non-Project Capital Works spending as at December 31, 2018 totaled $20.3 million,

$4.9 million below budget, due to reprioritizing of Assets Management work to meet SHAIP,
SHARP and SHIP requirements. A number of capital projects such as Richelieu Court
Revitalization and the Fire Code Retrofit were deferred to 2019.

6. CONCLUSION

 Reprioritization occurred throughout 2018 as new information and higher priorities were
identified.

 The ongoing management and monitoring of OCHC capital spend budget allowed OCHC to
respond and adjust to shifting priorities and new government funding. Overall spend is
within 91% of budget, which is strong considering the increase in capital funding in 2018.

7. RECOMMENDATION

 That Capital Spend Report as at December 31, 2018 be received by the Board of Directors
for information.

APPENDICES 

A. 2018 CAPITAL SPEND UPDATE

B. 2018 CAPITAL FUNDING – USE OF FUNDS
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APPENDIX A
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APPENDIX B 
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FINANCIAL ACCOUNTABILITY AND
PERFORMANCE MONITORING –  
DECEMBER 31, 2018 

TO: BOARD OF DIRECTORS 

MEETING DATE: March 21, 2019 

FROM: Greg Finnamore 
Director of Finance and Procurement 

PURPOSE: 
FOR INFORMATION Financial Reporting to December 31, 2018 

STRATEGIC
OBJECTIVE: 

Foster a Culture of Leadership, Accountability and Continuous 
Improvement 

NEXT STEPS: 

1. EXECUTIVE SUMMARY

 For the year ending December 31, 2018, Ottawa Community Housing Corporation
(OCHC) maintained a stable reserve balance across of all funds of $73.1 million.

 Pursuant to the long-term portfolio renewal plan, in 2018 OCHC continued to support a
number of redevelopment projects:

 Final construction stage of Uplands Drive and Carlington Community Health Hub
communities to provide Ottawa’s residents with 58 new affordable homes;

 Initiation of development at 811 Gladstone Avenue, which will result in adding
140 new homes to OCHC portfolio in 2020.

 OCHC received Year 1 Social Housing Apartment Improvement Program (SHAIP)
funding, which will provide $19.6 million in total to fund retrofit projects across its
existing portfolio. Fifty percent of the funding was received in 2018, with the remainder
to be received in 2019 and 2020.  Year 2 and 3 of the program were cancelled by the
Provincial government in July 2018.

 The Operating reserve fund stood at $3.3 million, $0.2 million above budget
 Starting late 2017, OCHC experienced a significant increase in water consumption. Root

causes were investigated, and remediation efforts commenced in Q4 2018.  OCHC
expects that these remediation efforts will result in substantial utilities costs decreases
in 2019.
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 To mitigate the financial impact from utilities cost increases, the corporation tightly
managed other operating as well as discretionary expenses and in doing so, was able to
manage spend within the overall budget.

2. CONTEXT

The 2018 budget was prepared in accordance with the following fund categories:
 An Operating Fund that records sources and uses of funds related to day-to-day

operations, and includes tenant rent and operating expenses such as utilities and
debt servicing.

 A Capital Fund that supports work that is not part of normal day-to-day
maintenance; the work is durable and includes the replacement of significant
building components or an improvement that increases the useful life of the asset.
The fund can also cover the acquisition of office furniture and equipment, including
information management and technology. The fund also covers salary expenses
related to such capital work.

 A Green Fund that supports specific operational or capital initiatives that increase
the environmental sustainability of OCHC. Contributions to the fund may include
energy grants which do not form part of the Capital Reserves; net savings
generated from sustainability projects; and a proportion of new income generated
from sustainability projects.

 The Community Reinvestment Fund (CRF) is a discretionary reserve that exists
to support major development and redevelopment initiatives.

 The Vehicle Fund supports the acquisition of new vehicles.
 The Invested in Capital Assets Fund (ICAF) concerns acquisitions within the

Equity program and reflects the depreciation of the assets.

Appendix A (Ottawa Community Housing – December 31, 2018 Financial Position 
by Fund) shows the annual budget and actual activity to December 31, 2018 for the 
identified funds.  

Appendix B (Ottawa Community Housing – December 31, 2018 Financial Position 
Dashboard) presents a visual summary of total OCHC expenses and revenues with the 
following information: 
 Total 2018 expenses (at December 31, 2018) with a comparison to the budget
 Mix by major categories
 Departmental performance
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3. CONSULTATION 
 
The Financial Accountability and Performance Monitoring Report is reviewed with the 
Finance and Audit Committee and provided to the Board of Directors as an information 
report on a quarterly basis. 
 
The CEO, Vice-Presidents and Directors of OCHC access and review their financial reports on 
an ongoing basis. 
 
This report was received by the Finance and Audit Committee on March 5, 2019. 

 
 
4. KEY IMPACTS, BENEFITS & RISKS 
 

The quarterly and final year-end presentation of revenues and expenses captures important 
drivers and assists the OCHC senior management team, and Board and Board Committees 
in assessing performance against approved budgets and enables appropriate oversight to 
ensure good financial stewardship. 
 
On-going budget monitoring allows for early identification of potential issues or 
opportunities, which inform effective decision-making and optimal use of funds to benefit 
the organization and ultimately tenants. 

 
 
5. FINANCIAL IMPACT 
 

All Funds  
 As at December 31, 2018, $169.5 million was expended across all funds or 96% of the 

annual budget.  
 Spending is consistent with projections, with the variance primarily isolated to Building 

Operations, due to the deferral of a number of capital projects into 2019. 
 Total revenue at December 31, 2018 stood at $155.6 million across all funds, or 108% 

of budget. 
 The revenue variance is primary related to the advanced receipt of the Social Housing 

Apartment Improvement Program (SHAIP) funding and earlier completion of Social 
Housing Apartment Retrofit Program (SHARP) and Social Housing Improvement 
Program (SHIP) projects. 

 Reserves contributions from operations were reduced by $2.4 million due to the 
cancellation of $1.4 million of funding for the Housing and Homelessness Investment 
Plan (HHIP) and the deferral of a $1 million discretionary contribution to the Community 
Reinvestment Fund. 

 The overall funds balance at December 31, 2018 stood at $73.1 million against a 
budget of $54.5 million. This variance is related to the timing of capital expenditures 
and will reduce as projects commence in 2019. 
 

159



PENDING REVIEW 

Operating Fund (OP) 
 As of December 31, 2018, the Operating reserve balance stood at $3.3 million, $0.2

million above than budget. In 2018, the fund generated a surplus of $0.9 million.
 As at December 31, 2018, the total Operating Fund expenditures were $118.2

million or 101% of budget
 All operating expenses, with exception of Utilities, were within or below 2018

budget due to the delayed hiring and the management of professional and
consulting expenses;

 Utility costs stood at $25.3 million, a $2.7 million variance (or 12%) to the full
year budget. The variance was primarily related to an increase in water
consumption. OCHC identified root cause, performed extensive inspections
across the portfolio and made the required adjustments to installations, which
will lead to significant consumption reductions in 2019;

 To mitigate the impact of the increase in utilities costs, a discretionary
contribution to Community Reinvestment Fund of $1 million was deferred.

 As at December 31, 2018, total Operating Fund Revenue stood at $136.4 million or
99% of budget
 Tenant rent revenue stood at $69.3 million or 103%, $1.9 million above the

annual budget. The variance was related to a change in RGI tenants’ household
income, following the introduction of the increase to the minimum wage in
January 2018. This increase, however, had limited impact on OCHC total
revenue, as the increase in tenant revenue is offset by a corresponding
decrease in RGI subsidy;

 Service Manager revenue stood at $62.1 million or 95%, $3.5 million below the
annual budget. The variance was primarily due to a $2.0 million decrease to the
RGI subsidy, $1.5 million as a result of increased RGI tenant rent and $500
thousand to reflect an adjustment made by the Service Manager in January
2018, after the budgeting process was completed. The remaining $1.4 million
was as a result of the cancellation of the Housing and Homelessness
Investment Plan (HHIP) subsidy.  and;

 Other revenue stood at $5 million or 110% of budget. This $500K variance was
generated by unplanned Integrated Pest Management grant receipts, increased
Parking Enforcement revenue sharing as well as increased tenant chargebacks.

Capital Fund (CAP) 
 Spending from Capital Reserves stood at $49.3 million or 91%, $5.0 million below

the annual budget. The underspend was due to the timing of some multi-year
capital projects, which will be completed in 2019.

 In 2018 the Capital Fund received $18 million, $13.6 million above budget. The
variance is related to the following funding:
 Social Housing Apartment Retrofit Program (SHARP) and Social Housing

Improvement Program (SHIP) funding, which was budgeted at $4 million for
2018, came in $4.6 million due to the early completion of projects; in total,
OCHC collected $10.4 million for funded projects in 2018.
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 OCHC received an additional $9.8 million from   the Social Housing Apartment 

Improvement Program (SHAIP) multi-year funding. SHAIP funding was not 
budgeted for 2018, $19.6 million for SHAIP – Year 1 was approved by the City 
of Ottawa in 2018 and by the end of 2018, OCHC had contracted $9 million of 
work related to this program.  

 Other revenue stood at $1.4 million or $0.9 million above budget mostly due to 
unplanned interest income related to the increased average capital fund balance 
and higher interest rate environment.  

 
Green Fund (GF)  
 Expenses for the Green Fund stood at $0.6 million, or 34% of budget, while 

revenues stood at $0.9 million or 59% of budget.  
 The variances in both categories are primarily due to the reallocation of planned 

initiatives to the SHARP and SHAIP programs and the deferral of planned projects to 
address the water consumption issue.  
 

Community Reinvestment Fund (CRF)  
 Total expenses for the CRF stood at $1 million or 29% of the annual budget after 

capitalization of construction costs. The favorable variance is mostly related to the 
lower than budgeted property disposal costs and the unused prospective acquisition 
budget.  

 At December 31, 2018, a total of $11 million of development costs for Carlington 
Community Health Hub (CCHC), Ashgrove, Overbrook and 811 Gladstone were 
capitalized. The CCHC and Ashgrove communities are in the final   construction 
stage and new 58 affordable homes will be available for occupancy in early 2019. 

 To support ongoing development, in 2018 OCHC entered into new financing 
arrangements for $7.7 million, $3.2 million above budget: 
 $5.1 million in a form of forgivable loans for CCHC and Ashgrove communities; 
 $2.6 million as result of a decision to refinance the Arlington community; 
 Proceeds are recorded as a liability, rather than revenue, and reflected as an 

inter-fund transfer from ICAF to CRF. 
 The contribution from the Operating fund of $1 million was deferred to mitigate the 

impact on the fund presented by utilities cost increases.  
 The net proceeds from 35 units sold in 2018 stood at $8.2 million, $0.2 million 

below budget due to the deferral in sale of three properties.  
 
 

6. CONCLUSION 
 

The 2018 closing balance for all funds is $73.1 million versus a budgeted $54.5 million. The 
variance is due primarily to advanced receipt of SHAIP funding and the deferral of some 
multi-year Capital Works, the CRF and the Green Fund projects to 2019.  
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7. RECOMMENDATION

That the Board of Directors receive the Financial Accountability and Performance Monitoring
report as at December 31, 2018 for information.

APPENDICES 

A. OTTAWA COMMUNITY HOUSING – DECEMBER 31, 2018 FINANCIAL POSITION BY FUND

B. OTTAWA COMMUNITY HOUSING – DECEMBER  31, 2018 FINANCIAL POSITION BY
DASHBOARDS
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APPENDIX B 
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COMMUNITY INDEX OF ENGAGEMENT LEVELS 
2018 REPORT 

TO: BOARD OF DIRECTORS 

MEETING DATE: March 21, 2019 

FROM: Brian Gilligan 
Vice President, Community and Tenant Support 

PURPOSE: 
FOR DISCUSSION 

To discuss the first year of implementation of the Q-BIT Measure – 
Community Index of Engagement Levels (CIEL) 

STRATEGIC
OBJECTIVE: Nurture healthy, safe and inclusive communities 

NEXT STEPS: 

1. KEY DISCUSSION POINTS

 The CIEL tool is an innovation for the housing sector and was developed as a
collaborative exercise between OCHC Community Developers and Organizational
Effectiveness (OE). The first year of data for this Q-BIT measure has been
collected and a baseline established.

 This measure, along with the Community Development (CD) Activities Annual
Data Sheet and the community belonging questions asked in the biennial Tenant
Satisfaction Survey provide a view of the work of the CD team and its impact.

 In the coming year, a standardized community-level CD planning tool,
referencing CIEL and the Community Development Activities Annual Data Sheet
will be developed and piloted.

 Given that the CD team is tracking activities, conducting an assessment of
community-level engagement, have portfolio-wide data on belonging, and are
starting to create a planning tool, are there areas of performance that are
missing or are there specific questions that should be asked?
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2. CONTEXT

 A comprehensive performance measurement framework generally looks at three
levels: activities (immediate), behaviour changes (mid-term) and results/impacts
(long term). CIEL is a mid-term tool that tries to assess changes in community
behaviour, as well as attribution between the day-to-day activities of the CD
team and longer term results. Other possible metrics that CD is discussing with
OE include Pride of Place Score and Partner Program Gap Analysis.

 CIEL is entering its second year (first full year). While today it is a staff-led tool,
the goal is eventually to engage tenants and community partners in co-assessing
engagement. Quality control currently happens through peer review by OCHC
Community Developers.

 OCHC is innovative in the development and use of this tool which has now been
shared with BC Housing, Alberta Community and Social Services, York Region
Housing and New Zealand Housing who are looking to adapt it for their own use.

 The first year of CIEL data for OCHC showed the following:
– 72% of 106 communities measured showed positive levels of engagement
– 89% of engagement in senior communities
– 74% of family communities were engaged
– 61% of mixed communities were engaged
– 95% of large communities, (with more than 151 bedrooms) were engaged.

The larger the community, the more likely it was engaged
 A force field analysis of the 14 CIEL factors showed ten positively influenced

community engagement and four restrained it. The most positive influencers
were community neighbourliness, gathering areas, and positive collaboration
with OCHC staff. The most restraining factors were an inability for tenant groups
to meet regularly, hold open and constructive conversations, attract tenants of
diverse backgrounds, and recognize and celebrate their contributions.

 This 2018 data has been used in the 2019 planning of community development
activities, ensuring that attention is paid to communities where (1) the need is
the greatest and (2) investment is likely to yield positive results.

 Given the Board’s direction for OCHC to become more results-focused and better
able to measure its performance, it is important that the Client Services
Committee understand CIEL and how it influences planning, as well as consider
whether more or different types of information are required.

3. POTENTIAL IMPACTS, BENEFITS & RISKS

 The development of CIEL is a part of OCHC’s journey to measure its performance
and impact. Community development, like many human service sectors, is
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difficult to apply quantifiable measurements to. The development of CIEL is 
considered a major achievement by staff and external agencies. 

 Frontline staff now have a tool that helps them assess the positive and negative
factors affecting a community. As a tool built by CDers for CDers, there is
considerable pride in and ownership of the tool and the information it provides.

 CIEL bolsters OCHC as a leader in innovative practices, particularly in community
development, and is proof of our commitment to assess our work.

 How will it be used for decision making?

4. POTENTIAL FINANCIAL IMPACT

 There are no direct financial implications associated with this report.

5. CONCLUSION

 OCHC’s CD team is entering its second year of using CIEL and now has a
baseline of tenant engagement for 106 communities. This tool is a part of a suite
of performance metrics to assess the impact of the OCHC’s work.

 Given that the CD team is tracking their activities, conducting an assessment of
community-level engagement, have portfolio-wide data on belonging, and are
starting to create a planning tool, are there areas of performance that are
missing or are there specific questions that should be asked?

6. RECOMMENDATION (S)

 That this presentation be received for information by the Board of Directors.

APPENDICES 

A. CIEL REPORT 2018 – REPORT PRESENTED TO OCHC’S EXTENDED LEADERSHIP
TEAM (ELT)

B. 2018 TENANT EXPERIENCE SURVEY – ENGAGEMENT AND BELONGING
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APPENDIX A: CIEL REPORT 2018 – REPORT PRESENTED TO OCHC’S EXTENDED LEADERSHIP TEAM (ELT) 

2018 
Community Index of Engagement Levels 

Extended Leadership Team Report 
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Executive Summary 

This is the initial report to the Extended Leadership Team on the Community Index of Engagement Level (CIEL) results. The report is a culmination of 
18 months of development, piloting and implementation of this new community assessment approach.  

The Community Development and Organizational Effectiveness departments worked together to develop CIEL. CIEL provides increased, objective 
evaluation on the level of community engagement in OCHC communities. It informs community-planning efforts and over time it will build longitudinal 
data to assist in understanding and reporting on OCHC’s strategic commitment to help in building healthy and inclusive communities. 

In 2018, the Community Development department applied CIEL to 106 communities. Community Developers assessed these communities using the 
standardized CIEL factors, (see Appendix A). Some communities were not included in the CIEL exercise, such as small housing complexes and 
rooming houses where engagement needs are unique. The CIEL results do not have historical or benchmark comparators, so this initial application of 
CIEL sets a benchmark in a critical strategic area. 

Overall, 72% of OCHC communities showed positive levels of engagement activity. Typically, these communities gathered regularly, participated in 
community discussions and activities and played recognizable roles in shaping their communities. Within this group, 30 communities exhibited 
heightened levels of leadership in engagement and tenants initiated and sustained community-building efforts. 

There were 30 communities representing 28% of all communities with limited signs of community engagement. OCHC assessed these communities as 
likely requiring significant support to establish engagement presence within the community. The Community Development team is using the CIEL 
results to review these communities more closely to determine if the low engagement levels require targeted community engagement in 2019. 

Additional CIEL highlights include: 

• 89% of engagement in senior communities
• 74% of family communities were engaged
• 61% of mixed communities were engaged
• 95% of large communities, (more than 151 beds) were engaged
• The larger the community, the more likely it was engaged

The Community and Tenant Support department is using the CIEL results to assist in its 2019 community development planning for individual 
communities. Overall, it will be focusing opportunities to broaden community dialogue and diversify community participation. 

The CIEL results will be placed in Q-BIT and will be shared with the Client Services Committee and Board of Directors in early 2019. 

Community engagement levels will be assessed again in Q3, 2019. 
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Percentage of Engaged Communities 

In 2018, 72% of OCHC communities were assessed as engaged based on the 
results from the newly introduced Community Index of Engagement Levels 
evaluation tool (CIEL). 

CIEL is a standardized rating tool that establishes the level of engagement of 
communities based on a professional evaluation of 14 community factors. 
Given that CIEL is new, the CIEL results do not have historical or benchmark 
comparators so this initial application of CIEL sets a benchmark for 
engagement. OCHC will monitor CIEL results over time through an annual 
CIEL exercise. 

Currently, the Community Development department is using the CIEL ratings 
to develop specific community plans with tenants to promote community 
activities and tenant leadership in 2019. 

Engagement Levels by Community 
The 2018 CIEL exercise assessed 106 OCHC communities for their level of 
community engagement.  

Overall, OCHC evaluated 76 communities as positively engaged. Generally, 
these communities regularly use community spaces and resources to 
socialize, initiate community activities and consult on community issues. Of 
the engaged communities, 15 communities showed very high levels of 
engagement as tenants played strong roles in initiating and driving 
engagement activity. 

There were 30 communities that displayed limited levels of engagement. 
Members of these communities did not regularly engage in community-
building activities. 
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Percentage of Engaged Communities by Type 

The 2018 CIEL results were contrasted to the three community types identi-
fied by OCHC: 
• Senior, (communities specifically housing senior citizens)
• Family, (multi-bedroom communities largely occupied by families)
• Mixed, (one bedroom communities housing singles or couples)

While all community types showed positive levels of engagement, there were 
notable differences in the number of engaged communities based on com-
munity type. 

Senior communities were the most often engaged at 89%. These results 
align with the general observation that senior groups show strong interests 
to initiate and participate in various community-building activities. The per-
centage of family and mixed communities was 74% and 61% respectively. 

Percentage of Engaged Communities by Size 

The 2018 CIEL results were contrasted to community size: 
• Large, (151+ bedrooms)
• Medium, (71-150 bedrooms)
• Small, (20-70 bedrooms)

The critical observation is that 95% of OCHC’s large communities are en-
gaged. In general, as communities decrease in size, the level of engagement 
also decreases. This pattern is consistent across all community types; senior, 
family or mixed communities. 

Three primary factors that contribute to increased engagement in larger 
communities are: a greater tenant capacity to invest and lead in engage-
ment, community partners with larger presence to contribute to the engage-
ment effort and more community development efforts targeting larger com-
munities to maximize impact. 

172



PENDING REVIEW 
 
 

- 8 - 

 
Appendix A- CIEL Force Field Analysis 
 
 

 
 

 CIEL Factor 

1 The community is neighbourly where tenants know each other 
2 Tenants meet informally in the community to socialize or support each other 
3 Tenant group(s) meets regularly to promote dialogue and engagement on community matters 
4 Community discussions are open and constructive 
5 The community knows and uses its tenant volunteers and leaders to facilitate engagement 
6 The community generates and promotes ideas for a healthier community 
7 The community seeks and/or uses existing sources of funding for the benefit of the community 
8 A cross section of tenants reflecting diverse backgrounds and ideas have input into community discussions and activities 
9 There are gathering places in the community 
10 This community has mechanisms in place to reduce incidents of conflict and perseveres to work through its challenges 
11 The community finds and creates opportunities to recognize and celebrate its contributions 
12 The community collaborates with OCH staff to contribute in community interests and causes 
13 The community seeks out and involves external partners to contribute in community interests and causes 
14 In the face of a crisis, the community has the capacity to pull together and support each other 

 

Analysis 
Based on the engagement assessments from the 106 OCHC communities, a force field analysis model was used to illustrate the significant factors that were driving and restraining levels of 
engagement. 
 
Ten of the factors influenced positive levels of community engagement with three factors driving engagement significantly: 
 

• Community neighbourliness 
• Areas to gather 
• Positive collaboration with OCHC staff 

 
Four specific factors were identified as restrainers to engagement: 

 
• Tenant group(s) meets regularly to promote dialogue and engagement on community matters 
• Community discussions are open and constructive  
• A cross section of tenants reflecting diverse backgrounds and ideas have input into community discussions and activities 
• The community finds and creates opportunities to recognize and celebrate its contributions 
 

The Community and Tenant Support department will use the CIEL results to broaden community dialogue, diversify community participation and build tenant leader capacity. 
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APPENDIX B: 2018 TENANT EXPERIENCE SURVEY – PRIDE IN COMMUNITY AND SOCIAL NETWORK 

• 63% OF TENANTS SURVEYED KNEW OF COMMUNITY EVENTS AND 30% ATTENDED EVENTS. THIS IS AN INCREASE FROM 60% AND 24%
RESPECTIVELY IN 2016

o MAIN REASON FOR NOT ATTENDING (45%) WAS BEING TOO BUSY

• 72% OF TENANTS SURVEYED COMPLETELY AND SOMEWHAT AGREED WITH THE STATEMENT THAT THEY HAD NEIGHBOURS THEY COULD GO
TO IF THEY NEEDED HELP

• 83% OF TENANTS SURVEYED COMPLETELY OR SOMEWHAT AGREED WITH THE STATEMENT THAT THEY WERE COMFORTABLE INVITING
FRIENDS AND FAMILY TO THEIR HOME

• 87% OF TENANTS SURVEYED COMPLETELY OR SOMEWHAT AGREED WITH THE STATEMENT THAT THEY WERE PROUD OF THEIR COMMUNITIES
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Memorandum / Note de service 

TO/ À : 
Stéphane Giguère, CEO 

FROM/DE : 
Cliff Youdale 

DATE : 
March 7, 2019 

SUBJECT/SUJET : 
Climate Change: Spring flood preparation 

The 2018/2019 winter has created a number of property management challenges due to the 
large amounts of snow, icy conditions and cold temperatures. With cold weather extending to 
mid-March we have retained much of the snow and have deep frost penetration. These are 
conditions that create a high risk for flooding and roof leaks should we have a quick thaw with 
rain. 

As a proactive approach we have developed an internal working group that is implementing a 
preventative maintenance program (e.g. drains, roof, ice removal) along with a real time 
inspection and response program during melt periods. 

Should we incur an extreme melt it is unlikely we can fully mitigate the impact however the 
above noted initiatives will be instrumental in minimizing the impact, and proactively monitoring 
our communities. We also invite tenants to communicate with the Call Center any early signs of 
risks to their properties. 
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INCREASING HOUSING 
SUPPLY IN ONTARIO 

Introduction 
Ottawa Community Housing Corporation (OCHC) is the second largest social and affordable not-
for-profit housing provider in Ontario and the fourth largest in Canada. OCHC provides housing 
to nearly 32,000 people in 15,000 homes across the City of Ottawa. We are a local housing 
corporation, incorporated under the Ontario Business Corporations Act; created in 2002 through 
a merger of two former municipal and provincial housing entities. The City of Ottawa acts as 
our sole shareholder. 

OCHC is unique. This is due to its size, relationship to, and with, the municipal Service Manager 
and its level of maturity. Our investment in talent and technology, successful sustainability 
endeavours, as well as early redevelopment efforts, has led OCHC to be highly recognized as a 
leader in its sector. As such, we are key players in domestic and international housing 
associations and networks, including the Canadian Housing Renewal Association (CHRA), 
Ontario Non-Profit Housing Association (ONPHA), International Housing Partnership (IHP) and 
Housing Partnership Canada (HPC). OCHC’s response will address the areas and questions 
identified in the consultation material from our position of uniqueness, our desire to increase 
housing supply in Ontario and a known need for Ontarians to be able to find an affordable place 
to call home. 

While the government has stated that consultation will not cover initiatives specifically related 
to community housing (e.g., social or supportive housing), the consultation documentation 
indicates that removing some barriers to housing supply could have positive impacts on 
“community housing.” While private market housing is one important aspect of addressing 
supply, the non-profit affordable housing providers occupy a prominent space and ability to 
contribute in the Government’s upcoming Housing Supply Action Plan. We believe that it is not 
possible to speak holistically about the issue of housing supply in Ontario without including 
affordable, social and community housing providers, who serve an important segment of the 
rental market of this province. 

Recommendations and Feedback 
Section 1 – Speed: It takes too long for development projects to get approved. 

• When it comes to building new affordable homes, we believe that there is room for an
equity partnership model, where the Government of Ontario invests directly in affordable
housing providers, rather than exclusively in individual projects. This will reduce red tape
and approvals processes and result in more supply being built quicker. An ability to
“pool” properties and projects based on established equity would eliminate the need for
one-off reviews.
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Section 2 – Mix: There are too many restrictions on what can be built to get the 
right mix of housing where it is needed. 

• The Government of Ontario’s consultation document speaks to a need for housing that is 
geared to families and seniors that is near transit and amenities. We recommend that 
the province encourage transit-oriented development within existing land holdings of 
affordable housing providers. 

• Inclusionary zoning and intensification are also options to reduce restrictions, obtain a 
more diverse mix of housing, and increase the financial viability of new construction. 

Section 3 – Cost: Development costs are too high because of high land prices and 
government-imposed fees and charges. 

There are several possible incentives to stimulate housing supply. Relief from, or a reduction of, 
these costs would provide incentives for increasing supply: 

• Reduce or eliminate development charges based on specific criteria on a time-limited 
basis if these measures will increase supply and affordability 

• Eliminate additional charges to upgrade aging infrastructure associated with 
intensification, if these measures will positively impact overall supply and affordability 

• Proceed with the Government of Ontario’s proposal to dispose of government-owned 
land for the construction of new homes with priority to those building affordable homes 

• Recognize and utilize existing landholdings of not-for-profits to remove or reduce land 
costs 

• Encourage partnerships to leverage financial assets through joint projects between the 
for-profit and non-profit housing providers 

• Provide property tax exemptions on new affordable housing stock for a set number of 
years, recognizing that new housing supply will increase the future property tax base  

• Partner with the Federal Government through the implementation of the National 
Housing Strategy (NHS) to assist with the supply of affordable housing and increase 
housing supply at the lower end of market 

• Reduce transactional costs for buyers (particularly lump sum payments such as the 
‘welcome tax’ in Ontario) and associated fees (e.g., legal) to support and stimulate the 
home buyers’ market and help relieve demand pressures on the rental market 
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Section 4. Rent: It is too hard to be a landlord in Ontario, and tenants need to be 
protected. 

• The most prohibitive factor in building additional rental supply is the high cost of 
building. By investing in the construction of additional affordable housing supply through 
non-profits, the government is building the affordable housing of tomorrow, recognizing 
rent stability by removing the incentive for high profitability. 

• Legitimatize boarders in private market homes. Often seniors need to downsize to either 
free up additional income or perhaps to cover health care costs. Allowing them to rent a 
bedroom to a student, for example, would generate additional income for the senior and 
affordable rent for a student. Such a program would need to be structured by 
government policy to allow for protections on both sides. Some vulnerabilities might 
exist, but the right structure could mitigate this.    

Section 5. Innovation: Other concerns, opportunities and innovations to increase 
housing supply. 

• Our market research in the City of Ottawa has highlighted an important impact of the 
lack of housing supply for mid-income ranges - the relativity of housing affordability. 
Currently, new rental construction in Ottawa, and in much of Ontario, is targeted to the 
high end of the market. The private sector is not developing mid-market rental housing. 
This supply gap affects renters in the mid-market associated income bracket who cannot 
afford the higher end of the market and therefore compete for the lower end of the 
market with those with lesser incomes, further compounding supply issues. Mid-market 
rental housing developed by not-for-profits, improves choice, increases revenue and 
builds equity to be available for a variety of future affordability needs. 

• The housing market is a spectrum with varying forms of housing and when viewed as a 
system, we can see opportunities where individuals and families move along this 
spectrum. This is where innovative forms of home ownership can allow for progression 
on this spectrum. Facilitating renters to purchase their leased homes from the property 
owner – in a rent-to-buy scenario – would grow home ownership and allow property 
owners to divest properties to free up capital for new developments. This would be an 
example of an innovative form of home ownership. 

 

Conclusion 
In conclusion, we recognize the importance of the Ontario government’s goal to increase supply 
and believe that an equity partnership with non-profits, which includes development into the 
mid-market rental tier, would contribute to an increase in affordable supply and availability for 
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the lower and mid-market rentals. Increasing housing supply governed through local 
municipalities, would ensure equity, the continuity of rental housing stock, and maintain or 
increase targeted affordability. 

We appreciate the Province’s leadership and look forward to solutions that will stimulate and 
provide incentives to increase housing construction across the spectrum of types and rental 
markets of the housing continuum, increasing housing supply in Ontario. 

Thank you for this opportunity to participate in this consultation on Increasing Housing Supply 
in Ontario. 
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