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1. Message from the Commissioner
It is my pleasure to present the 2019 Annual Report for the Office of the
Commissioner of Housing Equity (OCHE).
The year 2019 has been a highly productive and successful year for the OCHE.
Due to the efforts of the OCHE team, 376 households who were facing eviction,
remained housed and their arrears were addressed. The OCHE recovered
$172,701 in direct repayments to TCHC and brokered $868,021 in repayment
agreements; and this work was completed within 45 business days in 87% of the
cases. This represents a real and positive impact on tenants and TCHC.
However perhaps even more impactful than these outcomes is the role OCHE
has taken in the latter part of 2019 to contribute its expertise and experience to
the newly re-organized TCHC. TCHC senior management and the Board have
encouraged the OCHE to work closely with TCHC to begin the work of creating
new tenant-facing policies and procedures such as a new Arrears Collection
Process and a new process to identify vulnerable tenants. These new policies
and procedures, to be finalized in 2020, will ensure fair and efficient opportunities
for tenants to address the underlying issues which contribute to the accumulation
of arrears. These changes will also address systemic issues, which will result in
positive outcomes on a greater scale than previously possible.
You will note in this report that TCHC continues to face some ongoing challenges.
Vulnerable tenants continue to be under-represented in referrals to the OCHE
and in 2019 50% of the referrals of vulnerable tenants occurred after an eviction
hearing had already taken place at the Landlord Tenant Board. Average arrears
at the time of referral to OCHE remained high, just shy of $4,000 and there were
numerous errors noted in the audit findings.
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Nevertheless, I am very confident that 2020 will find TCHC and tenants in a
stronger position. The newly developed processes will simplify the process of
identifying vulnerable tenants to ensure that they receive the supports they need
to sustain their housing. A new Arrears Collection Process will ensure a
pragmatic approach to arrears with a focus on building capacity and skills for
front-line staff so that they can achieve better outcomes. The ten-pronged OCHE
Approach, which has garnered strong results for the OCHE, will be part of training
provided to tenant-facing staff to ensure that they can address arrears early in the
process hopefully avoid the need for OCHE intervention.
In closing I wish to thank the TCHC Board of Directors and TCHC Senior
Executive team for their support of the work of the OCHE. It is through this
support in 2019 that the OCHE is well positioned to work closely with TCHC in the
coming year to make positive organizational change.
Cynthia L. Summers
Commissioner of Housing Equity
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2. The OCHE Process
2.1 OCHE Principles
The OCHE operates on the principles of integrity, impartiality and independence.
These three words reflect the core values of the OCHE and guide what we do.

2.2 OCHE Mandate
The OCHE’s mandate is eviction prevention for senior and vulnerable1 tenants
living in Toronto Community Housing Corporation (TCHC) who have rental
arrears. The OCHE acts as an additional safety net for senior and vulnerable
tenants who are facing eviction due to rental arrears.

2.3 How the OCHE Helps
Referral

Review

Resolve

Recommend

After TCHC has followed all of the steps of its Arrears Collection Process and are
at a point which they can lawfully make an application for eviction to the Landlord
and Tenant Board (LTB), TCHC refers the tenant to the OCHE. The goal is to
give the tenant one more opportunity to address the rental arrears and any
contributing factors leading to the arrears.
The OCHE reviews the work done by TCHC prior to the referral and provides
case management to the tenant to help them get back on track. Working with the
OCHE is a voluntary process and tenants can choose other methods of resolving
their arrears. Whether or not tenants agree to work with the OCHE, the OCHE will
connect them to internal and external supports when ongoing assistance is
required.
The Commissioner issues a Recommendations Report which provides case
specific recommendations and audit findings to TCHC and on overview of the
OCHE’s work with tenants.

1

The OCHE has adopted the City of Toronto Working Group on Vulnerability's
definition of vulnerable as: "A gap between the challenges a person faces and
the resources they can access when facing those challenges. Vulnerability must
be assessed in context – a person’s vulnerability or resilience will depend on
their circumstances, environment and resources in the broadest sense"
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3. The OCHE Approach
When working with tenants, our team uses the “OCHE Approach” to identify the
underlying issues that have contributed to tenants’ inabilities to pay their rent.
The OCHE Approach is a ten-pronged approach to working with vulnerable
tenants which includes positive messaging and flexible and creative solutions.
The objective is to avoid imminent eviction, and more importantly to ensure
stable, sustainable housing going forward.
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4. 2019 Year Review by the Numbers
4.1 Referrals
In 2019, the Office of the Commissioner of Housing Equity (OCHE) received a
total of 598 referrals. Of the referrals, 504 were regarding arrears and 94
breaches of OCHE brokered repayment agreement referrals.

Of the 504 arrears referrals the OCHE received, 394 were for senior tenants and
110 were for vulnerable tenants.
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4.2 Average Arrears at the time of Referral
Average arrears at time of referral

$3,922.33

Average month of referral to the OCHE after
arrears started accumulating

13

4.3 Recommendation Reports
In each case, the OCHE provides TCHC and tenants with a report which
highlights OCHE’s audit findings and makes case specific and systemic
recommendations to ensure sustainable tenancies. In 2019, the OCHE issued
562 Recommendations Reports. Of the Recommendations Reports, 480 were for
arrears and 82 were for breach files.
480 arrears files

82 breach files

 374 senior tenants
 106 vulnerable tenants

 66 senior tenants
 16 vulnerable tenants

4.4 Tenants who worked with us
The OCHE process is voluntary, giving tenants the chance to choose to work with
our office. In 2019, 92% (442/480) made the choice to work with the OCHE staff
to resolve their arrears.
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4.5 Outcomes
The OCHE avoided the need for the Landlord and Tenant Board (LTB) for 85%
(376/442) of the households that worked with the OCHE by resolving or assisting
tenants to manage their arrears. Of the 15% (66/442) of arrears files where the
Commissioner recommended to TCHC that they may proceed to the LTB, only 13
have been evicted as of the writing of this report.

4.6 Resolved within 45 Business Days
The Board has provided the OCHE 45 business days to work with a household
once the file has been referred. In 2019, OCHE met this timeline in 87%
(419/480) of the arrears cases.

4.7 Vulnerable Tenants
Of the 480 Arrears Reports and Recommendations issued in 2019, 106 tenants
were identified as vulnerable. The majority of vulnerable tenants 46% (45/106)
were referred to the OCHE through the TCHC’s File Management System and
28% (29/106) were referred through the TCHC`s interim criteria.

Method of Identifying Vulnerable Tenants

8%

TCHC File Management
System (45/106)

20%

44%

28%

TCHC Interim Criteria
(29/106)
External Referral
(20/106)
TCHC Litigation Clerk
(8/106)
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Vulnerable Tenants by Age:

Underlying Issues for Vulnerability:
Mental health concerns, which occurred in 50 out of the 106 cases (47%) was
found to be the most common reason for identifying tenants as vulnerable.

Reasons for Identifying Tenant as Vulnerable
47%
Mental Health Concerns (50/106)
Loss of Subsidy (30/106)

28%

Income Variance (22/106)

21%

Physical Health Challenges (17/106)

16%

Problematic hoarding (14/106)
Change in Family Composition (11/106)
Limited Income (10/106)
Single parent (9/106)

13%
10%
9%
8%
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4.8 OCHE Breaches
Should tenants breach a repayment agreement brokered by the OCHE, tenants
have one additional opportunity to work with the OCHE. In order to do so they
must demonstrate that exceptional circumstances lead to the breach. An
exceptional circumstance is defined by the OCHE as a rare unforeseen hardship
beyond a tenant’s control that had a significant impact on the tenant’s ability to
meet the terms of the OCHE brokered repayment agreement.
The OCHE reviewed 89 breaches and found exceptional circumstances in 82
cases.
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Resolution of Breaches:
The OCHE re-negotiated repayment agreements in 68 cases and in 13 cases, the
OCHE recommended that TCHC proceed with an eviction application to the LTB.
In 6 cases, the tenants paid their arrears in full and in two cases, the tenants
moved out of their units.
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5. Case Management Findings
5.1 Underlying Issues Leading to Rental Arrears
In 2019, the Loss of the Rent-Geared-to-Income (RGI) Subsidy was the most
reported cause of rental arrears with 21% (100/480) of the households the OCHE
worked with identifying this as the root cause of the arrears. Followed by tenants
withholding rent due to disputing arrears and Mental Health concerns.
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5.2 Case Management Outcomes
Each tenant is unique and their circumstances vary and as a result, the OCHE
devises a customized plan for every tenant which addresses arrears and
underlying issues. The OCHE also identifies funds that tenants may be entitled to
and links tenants to community agencies as needed. Assisting tenants in
brokering repayment agreements with TCHC to address the arrears of rent, which
occurred in 49% (237/480) of cases, was the most reported outcome.
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6. Arrears Recovered
The OCHE secured $172,701 in direct repayments from tenants and external
sources. The OCHE also brokered 237 repayments between TCHC and the
tenants for a total of $868,021 in arrears managed with a repayment plan.

$868,021
$657,977

$474,346

$102,446
2017

$166,828

2018
Repayment Agreements

$172,701

2019
Direct payments

15
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6.1 Repayment Agreements
The OCHE brokers repayment agreements between tenants and TCHC after
completing a budget with the tenant and considering the underlying issues that
resulted in the rental arrears. Given that each situation is unique, the brokered
repayment agreements are unique.
Summary of OCHE brokered Repayment Agreements:
Length of
Number of
Average
Average
OCHE
OCHE
Arrears
Monthly
Brokered
Brokered
Repayment
Repayment
Repayment
Agreement
Agreements
(Months)
1-11
12-23
24+

52
58
127

$1,255.22
$2,021.61
$5,172.35

$138.96
$114.49
$101.56

Average
Month of
Referral
After
Arrears
First
Accrued
11
12
19

6.2 Direct Payments
A part of the OCHE Approach is accessing external funds to pay for rental
arrears. The OCHE’s top direct payment sources in 2019 are as follows:
 Tenant/Family
 Housing Stabilization Fund
 Ontario Works/ODSP

$ 102,507
$ 62,534
$ 7,661

5%

36%
59%

Tenant/Family ($102,507)
Housing Stabilization Fund (HSF) ($62,534)
Ontario Works/ODSP ($7,661)
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7. Audit Findings
7.1 Arrears Collection Process
The OCHE found that TCHC followed all steps of the Arrears Collection Process
(ACP) in 4% (21/480) of the files reviewed this year. It is worth noting that 41%
(199/480) files had four or more errors in the application of the ACP.
The OCHE acknowledges that TCHC faces challenges with a complex Arrears
Collection Process. Delays in TCHC’s delivery of the Notice to End Tenancy Early
for non-payment of Rent (N4) was the most reported audit finding, occurring in
53% (252/480) arrears files. On an average, the tenants received the first N4 six
months after arrears started to accumulate. The delay in the delivery of N4s is
serious as it undermines the focus on early intervention, a core principle of
TCHC’s Arrears Collection Process. These delays often result in the increase in
arrears, with negative implications for both TCHC and tenants.
Delay in direct contact with tenants regarding their arrears and sending multiple
reminder letters were the other two major errors observed in the Arrears
Collection Process.

53%

Delay in TCHC’s
delivery of the N4
(252/480)

47%

Delay in direct contact
with tenants regarding
their arrears (223/480)

45%

Multiple arrears
reminder letters sent
(217/480)

NOTE: The OCHE is currently working in collaboration with TCHC on a new Arrears Collection
Process which will be finalized in 2020
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7.2 Loss of Subsidy
For each arrears file that is referred to the OCHE with an underlying Loss of
Subsidy, the OCHE will review the file to ensure that TCHC LOS processes and
applicable legislation have been followed. When a household is no longer eligible
for Rent-Geared-to-Income (RGI) assistance, the Housing Services Act, 2011
(HAS), requires that TCHC issue a letter to tenants giving them sufficient notice
before removing their subsidy. The HAS further requires that TCHC make direct
attempts to contact tenants before and after the letter is issued. Additionally,
TCHC’s LOS process requires that a reminder letter be sent to tenants one month
before removing the RGI subsidy.
The OCHE found that TCHC followed all steps of the LOS process in 39%
(42/109) of cases reported on in 2019.
The OCHE’s top three findings of challenges with the LOS process were not
sending reminder letters, lack of direct contact before and after issuing Notice of
Decision (NOD).

28%

No loss of subsidy
reminder letter issued
(31/109)

28%

No direct contact before
issuing Notice of
Decision (30/109)

12%

No direct contact
after issuing Notice
of Decision (13/109)
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8. Case Scenarios
8.1 Case Scenario: Vulnerable Tenants
In June 2019 a Lawyer from a Toronto Legal Clinic contacted the OCHE to
express concerns that a TCHC household was vulnerable and had not been
referred to the OCHE prior to TCHC filing an Application to evict a tenant for nonpayment of rent the tenant owes (“L1 Application”) to the Landlord Tenant Board
(“LTB”). The household included a Mother and two adult children. The Lawyer
identified that the Tenants were vulnerable, citing that the household was the
victim of gun violence on TCHC property and as a result suffered from severe
mental health challenges.
As a result, the OCHE reached out to TCHC and requested that the Tenants be
referred to the OCHE to try and avoid the Tenants’ eviction. TCHC agreed and
referred the Tenants to the OCHE. In addition, TCHC adjourned the L1
Application Hearing at the LTB.
When the OCHE received the referral from TCHC in June 2019 the Tenants’
arrears totaled $10,777.00. After a review of TCHC’s records, the OCHE Early
Resolution Officer (“ERO”) discovered that the arrears dated back to 2014, from a
previous tenancy with TCHC. In addition to this, the Tenants’ Rent-Geared-toIncome (“RGI”) subsidy had been revoked effective December 1, 2018, leading to
the rent increasing from $452.00 to $1,498.00. The Tenants requested that the
decision to remove the RGI subsidy be reviewed by the City of Toronto Loss of
Eligibility (“LOE”) Review Body, however they were advised in January 2019 that
the file was unreviewable, as the request was submitted beyond the deadline. As
a result, the City of Toronto closed the file. This left the Tenants in a precarious
situation, as they could not afford to pay the market rent and address the arrears,
given their limited income after transitioning from part-time employment to Ontario
Works (“OW”).
The ERO commenced working with the Tenants and the Lawyer and assisted
them to complete a second Application to the City of Toronto LOE Review Body,
citing the reasons that the first Application was late and requesting an
accommodation due to exceptional circumstances. Upon receipt, the City of
Toronto agreed to complete the Review, and once completed, determined that the
RGI subsidy should be reinstated. Once the RGI subsidy was reinstated, it
resulted in the rent decreasing from $1,498.00 to $452.00 and the arrears
decreasing from $14,471.00 to $4,011.00.
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The ERO also worked with the Tenants and assisted them to complete the
Annual Income and Asset Review (“AR”) for the current year and gathered the
required income verification documents and submitted them to TCHC. Once the
review was completed it resulted in the rent further decreasing from $452.00 to
$339.00 and the arrears decreasing from $4,163.00 to $1,321.00.
Furthermore, the ERO collaborated with the Tenants’ OW Caseworker, and made
an application for the Housing Stabilization Fund (“HSF”) to pay the Tenants’
arrears. The Tenants were approved for the HSF and a payment of $1,321.00
was sent directly to TCHC in October 2019, resulting in zero arrears owing to
TCHC. The ERO also set up that the Tenants’ rent be paid directly to TCHC by
OW moving forward to avoid arrears from accumulating in the future.
The OCHE’s audit of the Arrears Collection Process (“ACP”) and Eviction
Prevention Policy (“EPP”) showed that most steps were followed, however a
significant oversight was made when the Tenants were not identified as
vulnerable, despite TCHC’s records clearly indicating that vulnerabilities existed.
In addition, TCHC did not refer the Tenants to the OCHE prior to filing an L1
Application for eviction with the LTB. This is a serious and significant breach of
the ACP. The ACP process goes to the heart of the mandate of the OCHE and
TCHC, and is meant to protect the most vulnerable of tenants.
When the ERO worked with this family they determined that the Tenants all
suffered from significant mental health challenges, resulting in difficulty obtaining
steady employment. Moreover, the matriarch of the family shared that she has
literacy challenges and does not understand written direction well. These signs
clearly indicate vulnerabilities within the family.
This case highlights the importance of TCHC properly identifying vulnerable
tenants and referring those who owe arrears of rent to the OCHE prior to an
application to the LTB. The process is meant to ensure an extra safety net for the
most vulnerable of tenants living in TCHC. In this instance, the Tenants were on
the verge of eviction and enduring the stress of such a situation, when in reality
the arrears could have been resolved, should they have been given some extra
support. This case also highlights the importance of careful oversight as the
application to the LTB involved several TCHC staff who checked the file to ensure
all of the correct processes have been followed and yet these Tenants were not
identified as vulnerable and were not referred to the OCHE.
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There is a silver lining in this case that comes in the form of collaboration. Were it
not for the Toronto Legal Clinic who identified this family as vulnerable and
notified the OCHE and the OW Caseworker who secured $1,321.00 from the HSF
and TCHC agreeing to refer these Tenants to the OCHE, this family could have
gone from owing no arrears to being evicted.

8.2 Case Scenario: Senior Tenant
A 68-year-old senior tenant was referred to the OCHE because she was facing
the risk of eviction due to arrears of rent. The Tenant presented as extremely frail,
forgetful, and was easily agitated. She was socially isolated and did not have a
clear sense of her finances. At the time of referral, the Tenant had an arrears
balance of $1,072.00. While working with the OCHE, the arrears increased to
$7,533.00 in part due to the loss of the Tenant’s Rent-Gear-to-Income (RGI)
subsidy.
The Tenant’s arrears began accumulating in April 2017, when she failed to pay
the monthly rent. The Tenant lived alone and her rent was calculated based on
her income from Old Age Security (OAS). Prior to April 2017, the Tenant’s rent
was paid directly to Toronto Community Housing (TCHC) by the Ontario Disability
Support Program (ODSP) each month. However, when the Tenant stopped
receiving ODSP and began receiving OAS, the rent was not automatically paid to
TCHC. Due to this change, the Tenant’s arrears continued to accumulate over the
next several months.
The Tenant Service Coordinator (TSC) attempted to meet with the Tenant to
resolve the arrears on one occasion, however the Tenant advised that she was
not feeling well and was not interested in speaking with the TSC. Following this
attempt, the TSC referred the Tenant to a Community Services Coordinator
(CSC) to assist with the rental arrears pursuant to the Arrears Collection Process.
Over the course of June to August 2017, the CSC contacted the Tenant’s
previous ODSP worker to confirm that the Tenant was no longer receiving
payments, referred the Tenant to the Community Care Access Centre (CCAC) for
personal care supports and started working with the Tenant’s social worker from
Canes Community Centre. During one meeting with the Tenant, the CSC and
social worker learned that the Tenant had a brain injury that made it difficult for
her to understand the information they were trying to share with her. The CSC
and social worker attempted to work with the Tenant on several occasions,
however they frequently had trouble locating the Tenant and when they were able
to find her, she often became agitated and asked them to leave. In July 2017, the
social worker advised the CSC that she was concerned about the Tenant’s
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capacity and was considering making a referral to the Office of the Public
Guardian and Trustee (OPGT). The OPGT is a provincially-run office that
manages the financial affairs of incapable people when there is no one else who
can do so. Despite TCHC’s significant efforts to help this Tenant, there was
ultimately a breakdown in communication amongst the CSC, social worker, ODSP
and OPGT which led to the capacity assessment not being conducted and the
arrears not being resolved.
The Tenant was referred to the OCHE and the Early Resolution Officer (ERO)
initially had difficulty meeting with the Tenant because she was often not in her
unit and did not have a phone. By talking with the TCHC site staff, the ERO
learned where the Tenant spent most of her time in the building. Though the
Tenant was resistant to help at first, the ERO gradually earned her trust by
following the “OCHE Approach”; the ERO used positive messaging, employed
intensive and focused attention, and worked to address the underlying issues.
The ERO was patient, listened to the Tenant and remained calm when the Tenant
was agitated. The ERO was also very flexible when scheduling meetings with the
Tenant by ensuring meetings were in the morning and that they could meet
outdoors, as this was preferred by the Tenant.
The ERO learned about the significant challenges the Tenant was experiencing,
including that her only income was OAS, leaving her unable to afford the rent.
The Tenant was also unaware of how to pay the rent as ODSP had previously
paid it on her behalf. In addition to this, the Tenant did not have a bank account or
photo identification, was in debt with a local cable company and Toronto Hydro.
She also incorrectly believed that the Trillium Drug Benefits, a provincially run
program that provides financial support for prescription drugs, was paying her
rent. She also presented as having some challenges with personal-care,
housekeeping and was dealing with pest issues. The Tenant’s situation was
further complicated when the Tenant’s RGI subsidy was revoked, increasing her
rent from $172.00 to the market rent of $772.00. As a result, it was clear to the
ERO that the Tenant’s mental health was creating severe adverse effects on the
Tenant’s finances placing her at risk of losing her housing.
The ERO collaborated with the Tenant’s previous ODSP worker and social worker
to gather information and address the needs of the Tenant. The ERO determined
that the Tenant required financial support and oversight in order to maintain her
housing. As a result, the ERO assisted the Tenant in applying to the OPGT.
Knowing that the Tenant was somewhat distrustful, the ERO ensured that she
attended every meeting with the OPGT so that the Tenant would have a familiar
face and feel more comfortable. With the assistance of the OPGT, a capacity
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assessment was completed and the OPGT started managing the Tenant’s
finances.
In collaboration with the OPGT, the ERO also assisted the Tenant to apply for the
Canada Pension Plan (CPP) and Guaranteed Income Supplement (GIS),
pensions she had been eligible for since turning 65. As a result, the Tenant
received a retroactive payment from Service Canada. The OPGT set up a bank
account for the Tenant, had the unit cleaned, was able to get her identification
documents and paid off the debts to the cable company and Toronto Hydro. The
ERO also assisted the Tenant to gather the required documents for the TCHC
Annual Review and the Tenant’s RGI subsidy was reinstated, decreasing the
arrears from $7,533.00 to $3,389.00. To manage the remaining arrears, the ERO
worked with the OPGT to broker a repayment agreement between the Tenant and
TCHC.
Though the Tenant continued to have personal-care support from Canes
Community Centre, the ERO ensured additional and long term support for the
Tenant by coordinating an assessment with Home and Community Care through
the Local Health Integration Networks (LHIN). As a result, the Tenant was also
added to a list for long term care housing should she need it in the future.
This case demonstrates the complexity of the issues TCHC tenants face. Given
the aging population in TCHC, these issues are becoming more common and a
more intensive approach to helping these tenants is needed. The successful
outcomes in this case were due to the ERO being flexible and taking the time to
gain the trust of the Tenant. Additionally, because of the collaborative
relationships the OCHE has cultivated with external stakeholders, the ERO was
aware of services available for vulnerable seniors and knew how to refer to them,
leading to a positive outcome for this Tenant. Through this collaborative
engagement, the ERO was connect all of the service providers for a holistic
approach to care. As a result of the efforts of the OCHE, the Tenant’s rent is
being paid, her unit is clean, and she has gained trust in her service providers.
Most importantly, she is happy.

Annual Report 2019

9. Tenant Survey Results

24

Annual Report 2019

25

What Tenants have Told Us
“Please keep up the
excellent work you are
doing for the senior
citizens of this city.”

“I am fully satisfied with the service
provided to me by the OCHE. It
was a reasonable solution, it was
done in a respectable and kindly
manner…”

“I feel that the Early
Resolution Officer
made me feel that I am
important and
included.”

“The way the ERO treated me made
me feel more calm and confident.
Thank God that places like this are
willing to help many families and
especially the elderly. Thank you.”

“.. very grateful for your great service
and help. Greatly appreciate! My thanks
to you all!
Am glad I got great help from OCHE!”

“The ERO was very helpful.
Explained everything in a
nice way. Helped me with my
situation and clear my debt.
Thanks for solving my case.”

“You make people welcome any
time people come in your office.
Thanks again!”
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