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Toronto Community Housing n

Office of the Commissioner of Housing Equity (“OCHE”") Bi-
Annual Update — July to December 31 2024

ltem 12

June 24, 2025

Board of Directors

Report: TCHC:2025-35

To: Board of Directors (the “Board”)
From: Tenant Services Committee (“TSC”)
Date: April 15, 2025

PURPOSE:

This report provides the the Board of Directors (the “Board”) with the Office
of the Commissioner of Housing Equity’s (“OCHE”) Bi-Annual Update for the
period of July 1 to December 31, 2024.

RECOMMENDATION:
It is recommended that the Board of Directors receive this report for its
information.

TSC:
The Tenant Services Committee received this report at its meeting of April
15, 2025 and forwarded it to the Board of Directors for its information.

REASONS FOR RECOMMENDATIONS:

The Bi-Annual Update highlights the OCHE’s case management, audit, and
policy work through the period of July 1 to December 31, 2024 and focuses
on the work metrics as outlined in the Board-approved 2024 OCHE Work
Plan.
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IMPLICATIONS AND RISKS:

The OCHE provides the Board with oversight of TCHC'’s operations related
to evictions due to arrears of rent and ensures that tenants avoid eviction
where possible. The OCHE reports regularly on its activities and TCHC's
performance in the areas within OCHE’s jurisdiction. This regular reporting
by the OCHE ensures the Board is aware of the OCHE's activities taken on
its behalf and that they continue to align with the goals of the Board and
TCHC.

SIGNATURE:

“Melanie Martin”

Melanie Martin
Interim Commissioner of Housing Equity

ATTACHMENT:
1. Bi-Annual Report — July 1 to December 31, 2023

STAFF CONTACT:

Melanie Matrtin, Interim Commissioner of Housing Equity
437-997-3687

Melanie.Martin@oche.ca
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Item 12 — Office of the Commissioner of Housing (“OCHE”") Bi-Annual Update —
July to December 31, 2024

Public Board Meeting — June 24, 2025

Report #: TCHC:2025-35

Attachment 1

INTRODUCTION:

This report provides an update on the work completed between July 1 and
December 31, 2024. In this period, the OCHE continued to focus on supporting
TCHC to build staff capacity through the Send-Back Process, the OCHE/TCHC
Joint Case Conferences, Monthly Dashboard meetings and the final training
sessions for the 2025 Arrears Collection Process (“ACP”).

The results of the OCHE Case Management work and the audit findings are also
included. The audit findings for this period were compared to the three previous
periods and the results remained consistent. This is due to the majority of cases
referred to the OCHE in 2024 representing older arrears files. An explanation for
these results is included in this report, and it is expected that the roll out of the
2025 ACP will produce better audit results for new arrears cases.

Section 7.0 of this report provides an overview of the arrears managed with the
assistance of our new community partners; WoodGreen Tax Link Service and the
Toronto Rent Bank. The results presented in section 7.0 cover all of 2024 and not
just the current period. The information on the Toronto Rent Bank is particularly
detailed in response to the Board’s Action Item Request.

Lastly, this report does not include any new systemic recommendations for TCHC.
As the information in the Appendices indicates, the implementation of some of the
systemic recommendations made in 2023 and 2024 are still underway. Given
there has not been enough time to evaluate the effectiveness of these
recommendations, no new recommendations were made in this period.

1.0 REFERRALS TO THE OCHE

The OCHE received 575 referrals from TCHC between July 1 and December 31,
2024. Of those referrals:

e 86 were sent back (details provided in section 1.1 of this report)
e 115 were breach files?

1 A breach referral occurs when a tenant has been assisted by the OCHE and
entered into a Local Repayment Agreement (LRA) and the OCHE brokered LRA
has been breached.
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o Ofthe breach files, 52 files were sent back (details provided in section
6.0 of this report)
e 374 Households were assigned to an Early Resolution Officer (“ERO”) to
stabilize the tenancies, and to be audited for compliance with the TCHC
Eviction Prevention Policy (“EPP”) and the ACP.

1.1 REFERRALS SENT BACK TO TCHC

The OCHE returned 86 files to TCHC in this period. Of the 86 files, 35% (30/86)
were sent back for non-compliance with the ACP and 65% (56/86) were sent back
due to a change in the tenants’ circumstances following the referral to the OCHE.
Only 20% (6/30) of the cases which were sent back for non-compliance with the
ACP were re-referred to the OCHE for intervention. As the chart below
demonstrates, the number of cases sent back for non-compliance with the ACP
decreased by 40% when comparing the first period to the second period of 2024.
This demonstrates that the Send Bank process is working well to improve
compliance with the ACP and to empower TCHC to achieve results without the
need for the OCHE to intervene.

2023 2023 2024 2024
(Q1/Q2) (Q3/Q4) (QL/Q2) (Q3/Q4)

Sent Back Referrals

Reasons for being sent back 127 90 113 86
Non-Compliance with ACP 46% 47% 58% 35%
(58) (42) (66) (30)
All other reasons S54% 53% 42% 65%°2
(69) (48) 47) (56)

Files re-referred to the OCHE 29% 52% 26% 20%
(17/58) | (22/42) | (17/66) | (6/30)

2 Files Sent Back for the following reasons: Administrative Error 20% (17/86);
Currently engaged with front line staff 16% (14/86); Arrears Paid 12% (10/86);
Abandoned Unit 7% (6/86); LRA in Good Standing 6% (5/86); Provided Move out
Notice 3% (3/86); Passed Away 1% (1/86)
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2.0 ARREARS AT TIME OF OCHE REFERRAL

374 cases were assigned to an ERO from July 1 to December 30, 2024, which
represented a total of $2,564,390.05 in arrears owing.

In 2024, TCHC focused their arrears collection efforts on files with arrears over
$10,000 and prioritized these referrals to the OCHE. It is expected that in 2025
that files referred to the OCHE will have lower arrears balances, as the larger
balance cases are cleaned up and the OCHE will begin comparing the arrears at
the time of referral between the 2021 and the 2025 ACP.

The chart below breaks down the arrears at the time of referral to the OCHE:

Arrears owing at Number of
. Total of arrears

time of referral Households
$20k and over $468,415.32 16
$10k — $19.9k $929,241.02 70
$5k — $9.9k $690,572.56 95
$2k — $4.9k $386,774.73 113
$186.00 — $1.9k $89,386.42 80
TOTAL $2,564,390.05 374

3.0 ARREARS COLLECTION PROCESS (“ACP”) COMPLIANCE:

While working with individual tenants to avoid eviction, the OCHE conducts an
audit of TCHC'’s application of the ACP, Eviction Prevention Policy and reviews
that all applicable legislation has been adhered to. At the conclusion of this work,
the Commissioner issues a report containing recommendations to TCHC and to
the Tenant. From July 1 to December 31, 2024, the OCHE issued a total of 367
reports with a total of 10 unique recommendations.

The OCHE audit findings for this period are described in the chart below. Of the
10 unique recommendations made to TCHC in this period, only three were
significant. It should be noted that in 13% (48/367) of cases, the ACP was followed
perfectly.

The OCHE audit findings are described in the chart below:

Page 3 of 17
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, 2023 2023 2024 2024

Recommendation related to
Non-Compliance with the ACP (QLQ2)  (Q3/Q4)  (QUQ2)  (Q3/Q4)
Number of recommendations 306 256 333 367
reports
Serve the Notice to Terminate the
Tenancy in accordance with 62% 59% 69% 69%
Arrears Collection Process (189) (150) (230) (255)
timelines
¥ake ?I'ref[:rt\ cc;'ntz;lct er[t;] thfe 64% 45% 56% 62%

enant in the first month o (195) (114) (186) (227)
arrears
Send the Notice to Terminate the
Tenancy once/ Do not send 22% 15% 22% 21%
multiple Notices to Terminate the (68) (38) (73) (77)
Tenancy

It must be noted that when comparing the audit findings as described in the chart
above, the results have been consistent across all periods. This is explained by
the number of cases referred to the OCHE with large balances, and older arrears
as part of TCHC'’s cleanup of files with balances over $10,000.00. Of the 367 files
closed within this period, 2022 was the average year the arrears began to
accumulate.

The stable audit findings presented above are attributable to the COVID pandemic
(2020-2022), which challenged TCHC staff to adhere to the 2021 ACP. In
particular, when the 2021 ACP was rolled out there was no in-person training on
the process or the new HOMES system. During the same period, there was a
moratorium on evictions causing an increase in the number of files with large
balances and can explain the delay in moving these cases through the ACP. As
described in section 4.0, it is expected that these metrics will start to improve
under the new ACP.

Page 4 of 17
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4.0 NEW 2025 ACP ROLLOUT

TCHC rolled out the 2025 ACP in a phased approach in 2024. The new ACP
training was provided to all Tenant Services Coordinators (“TSC”) and Community
Service Coordinators (“CSC”) and the OCHE patrticipated in all training sessions
(seven total). The 2025 ACP was fully implemented on January 1, 2025, and the
new process includes the following changes:

a)

SMS Text Message:

As part of the new ACP, TCHC will be sending a text message to tenants in
the second week of the first month they get into arrears. TCHC reports that
preliminary results suggest that the SMS text message is working by
prompting some tenants to pay their arrears balances in full, or to proactively
contact their local office to address the arrears through a Local Repayment
Agreement (“LRA”). This negates the need for staff to reach out to the tenant
and/or to serve an N4, creating efficiencies.

b) Flexibility with the service of the N4:

In the 2021 ACP, the N4 had to be served between the 13" to 15" calendar
day of the first month of arrears. In the 2025 ACP, TCHC staff have the
flexibility to serve the N4 by the end of the second month of arrears. It is
expected that this flexibility will mean staff serve fewer N4s, creating
efficiencies and improving customer service as some groups of tenants
always pay their rent by the end of the month.

Referral to the Community Services Coordinator (“*CSC”):

In the 2021 ACP, a referral to a CSC was only required for vulnerable
tenants. In the 2025 ACP, referrals to the CSC are required before the file
is referred to the OCHE and it is expected that this added support will have
positive outcomes for tenants, utilize existing staff capacity to address
arrears in the region and reduce the number of referrals to the OCHE.

d) Investment in Power Bl to support the Regions to identify and manage

arrears:
As part of the 2025 ACP, TCHC has created a new arrears report through
Power BI. This report includes the steps of the ACP process and the actions
required by staff within the arrears report, with the goal of having each task
completed by the end of the month. The expectation is that this will support
front line staff and managers to identify and manage arrears before they
grow.

Page 5 of 17
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5.0 OCHE EVICTION PREVENTION AND ARREARS MANAGED

In this period, the EROs successfully engaged with 97% (355/367) of tenants and
resolved the need for TCHC to file an L1 Application with the Landlord Tenant
Board (“LTB”) in 81% (296/367) of the tenants with whom they engaged.

The OCHE issued 367 Reports and Recommendations which accounted for
$3,530,247.44 in arrears. The management of these arrears is described below:

(a)Total arrears directly paid to TCHC totaled $676,724.67 (208 cases, 57%
of total) as follows:
e Direct payments totaled $673,179.67 from the following sources:
0 $44,617.93 (19 cases) directly from tenants
0 $124,514.21 (58 cases) Housing Stabilization Fund (HSF)
o0 $20,650.03 (6 cases) in payments directly from Toronto Employment
and Social Services/Ontario Disability Support Program
0 $483,397.50 (123 cases) in payments directly from the Toronto Rent
Bank

e $3,545.00 (2 cases) in TCHC credits

(b) Arrears recouped by resolving Losses of Subsidy and completing Rent
Reviews totaled $438,247.55 (67 cases, 18% of total)
e Resolving Losses of Subsidy: $280,625.35 (37 cases)
e Completing Annual or an ‘In Year’ Reviews: $157,622.20 (30 cases)

(c) Arrears managed through LRAs
e $1,763,181.18 (198 cases, 54% of total) in arrears were managed through
LRAs and will be paid back to TCHC over time (see section 5.0) and have
not yet been collected in full.

(d) Arrears approved to be forwarded to the Landlord and Tenant Board
e $652,094.04 (71 cases,19% of total) in arrears were not resolved by the
OCHE and it was instead recommended that TCHC file an L1 Application at
the LTB, where the Tenant would have an opportunity to enter into a
Mediated Agreement.

Page 6 of 17

L JUsWyoely - GE-G202-OHOL - ¢1 Way



Page 7 of 17

5.1 ARREARS MANAGED THROUGH LOCAL REPAYMENT AGREEMENTS

In this period, the OCHE brokered a total of 198 LRAs representing $1,763,181.18
in arrears. In considering tenants’ income and expenses when brokering LRASs,
the average arrears repayment amount was $147.00 per month. The new
partnership with the Toronto Rent Bank (see section 7.0) has had a positive
iImpact on the arrears managed in this period. In many cases, the need for an LRA
was avoided, and in some cases the length of the LRA was decreased due to the
lump sum payments made by the Toronto Rent Bank. In 38% (75/198) of the LRAS
brokered in this period funds were received from the Toronto Rent Bank.

Below is a summary of the LRAs brokered by the OCHE:

Average

Number of Average

Arrears owing Total of Cases repayment length of
arrears LRA
amount
(months)
$20k and over | $265,395.97 10 $215.00 134
$10k — $19.9k | $892,237.34 63 $168.00 100
$5k — $9.9k $451,560.51 64 $134.00 46
$2k — $4.9k $134,187.67 36 $131.00 32
$186.00 — $1.9k | $19,799.69 25 $85.00 12
TOTAL: $1,763,181.18 198 $147.00 65

Of the 198 LRAs that the OCHE brokered during this period, 9% (17/198)
breached in the same period. Of those 17 that breached, the OCHE determined
that in 9 of those cases, the breach was due to a new circumstance which was
exceptional (see section 6).

Page 7 of 17
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6.0 BREACHED LOCAL REPAYMENT AGREEMENTS

It is important to note that in this period, the month of the referral to the OCHE
has improved from the previous period.

The chart below describes the breach referrals received in this period.

January 1

July 1to
December
31, 2023

January 1
to June 30,
2024

July 1to
December
31, 2024

to June
30, 2023

Breach Files

Total Breach Referrals 92 74 110 115

Total Sent back cases 20 21 22 10

Np Exceptional 57 51 38 26

Circumstances

Unable to reach the

tenant _to determine 3 9 12 16

exceptional

circumstances

Exceptional

Circumstance - Report 34 20 37 46

iIssued to TCHC

Average month the

Tenan(\?[J breached the 4 4 6 o

LRA Months Months Months Months

Average month of

referra?l to OCHE after 4 8 ! o
Months Months Months Months

breach®

The outcomes for the 46 breach files, where the OCHE found exceptional
circumstances and worked with the Tenants, showed the following positive

results:

e Collected $80,016.47 in funding from the TRB (21 cases)
e Collected $12,687.94 from in Housing Stabilization Fund (5 cases)

e 37 cases required a new LRA to be brokered

e 5 cases the arrears were paid in full by TRB and 2 paid in full by HSF

3 As per the ACP a file is to be re-referred to the OCHE in the second month

after a breach occurs.
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7.0 COMMUNITY PARTNERSHIPS

Toronto Rent Bank (*“TRB”) — 2024 Year-end Update

In early 2024, the OCHE met with TCHC, the City of Toronto Housing Secretariat,
Neighborhood Information Post (“NIP”) and Toronto Seniors Housing Corporation
(“TSHC") to discuss a Pilot program. The Pilot was to determine whether it was
feasible for the TRB funding to be extended to TCHC and TSHC Rent Geared to
Income (“RGI”) tenants to support them to address arrears and ensure successful
tenancies. Traditionally, the TRB was only available to market rent tenants across
the City of Toronto to support them with addressing rental arrears. It was originally
a loan worth up to 3 months’ rent which was to be repaid over time. During the
COVID pandemic, the loan became a grant—but it remained available only to
market rent tenants.

It was determined that the OCHE would be the administrator of the RGI Rent Bank
Pilot and the only organization who could refer RGI tenants to the TRB for funding.
The decision to house the Pilot with the OCHE was because the funding was
reserved for tenants who were at a heightened risk of eviction, which is the case
for OCHE tenants, as it is their last opportunity to avoid the need for an L1
Application at the LTB. Additionally, to qualify for TRB funding, a financial
assessment and budgeting exercise must be completed with tenants, and the
OCHE EROs already complete this work as part of OCHE service model and
TCHC and TSHC were not resourced for this level of engagement.

The Pilot started on June 1, 2024, and at that time the funding covered up to 4
months of RGI rent or $5,000.00 depending on which was less. Tenants could
access funding from the TRB once every 12 months. At this time, the OCHE could
only refer ten cases per week to the TRB, and the process included significant
document collection to verify household income. From June 1, 2024 to October
31, 2024 the OCHE processed 63 applications.

As of November 1, 2024, based on the preliminary work completed by the OCHE,
changes were made to the TRB Pilot. Specifically, the funding model was updated
so that all tenants became eligible for $5,000.00 toward the arrears, instead of a
cap at four months of RGI rent in some cases. Additionally, the TRB made it easier
to verify income eligibility by allowing Notices of Assessment (“NOA”) to be used
to verify income. This change was particularly helpful for TCHC tenants who also
require an NOA for their Annual Household Income and Assets Review.

Also in November 2024, the OCHE became an Access Point for the TRB and all
OCHE EROs were trained to upload applications directly to the TRB portal. This

Page 9 of 17
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allowed the cap of 10 referrals per week to be lifted, allowing the OCHE to process
more TRB applications in a shorter amount of time. The OCHE currently offers
TRB to all tenants who are eligible and supports them with their applications for
funding.

The benefits of this funding to TCHC and to tenants are evidenced by the
reduction in the length of LRAs and, in some cases, the elimination of arrears all
together. This not only supports TCHC to reduce its total arrears balance but also
supports tenants to achieve successful tenancies and supports the City’s mandate
to ensure that individuals and families are able to stay in their homes and avoid
homelessness. In 2024, the OCHE supported 128 families and accessed
$497,504.50 in grants from the TRB. In addition, 21 households who breached
their OCHE repayment agreements accessed $80,016.47 in grants, for a total of
$577,520.97.

In this period, the average length of the OCHE brokered LRAs was 65 months for
households who accessed TRB funds and still required an LRA. Without the lump
sum payments from the TRB, the average length of the LRAs would have been
127 months. Additionally, as the chart below indicates, of the 128 people who
accessed the TRB in 2024, only 78 (61%) required an LRA. For these files, the
average amount of arrears per file was $9,377.00.

The chart below highlights the total amount of TRB applications completed by the
OCHE for TCHC tenants, and the total amount of arrears collected to date.

Since the Pilot began in June 2024, the TRB issued almost $600,000.00 to TCHC.
Had tenants been eligible for the full $5,000.00 between June and November
2024, this number would have been even higher.

50 TCHC households had their arrears paid off in full as a result of the TRB
funding.

Total files Number
Total $ of Number of of files  Average
referred $ of arrears :
arrears Households . which length
to Rent - paid in full .
recovered  paid in full required of LRA
Bank
LRA
62
128 $497,504.50 50 $155,719.30 78 months
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WoodGreen Community Services, Tax Link Service — Year-end Update

In 2024, the OCHE assisted tenants to file their taxes, or to access NOAs in 136
cases. This easy access to tax filing and NOAs is particularly useful given the
NOA is an income verification document required for the Annual Household
Income and Assets Review, to prevent or reverse losses of subsidy and for
accessing the TRB.

Currently, the OCHE is working with WoodGreen, TCHC and TSHC to expand
access to the program to the CSCs at TCHC and the Senior Services
Coordinators (“SSC”)s at TSHC.

The projections for this project are as follows: 45 CSCs and 38 SSCs will gain
access to this service, which will serve approximately 1,000 tenants in the first
year, with the potential to scale to 1,200 tenants in subsequent years.

With CSCs able to access this resource, even fewer tenants will get into arrears
due to losses of subsidy, and this may reduce the number of files that require the
OCHE to assist in document collection.

$ value of rent
Total households referred # of Households recouped after

to Tax Link in 2024 avoided eviction processing rent
reviews

136 91% (124/136) $1,631,227.62

8.0 COMPLETED OCHE SYSTEMIC RECOMMENDATIONS - 2024

In 2024, the OCHE worked with TCHC to implement several systemic
recommendations. The detailed progress of these recommendations can be found
in the Appendices of this report. The OCHE is pleased to advise that the following
recommendations were fully implemented by TCHC in 2024.

Recommendation 1. Embed the Stage 1 Checklist into HOMES for efficient
referrals between OCHE and TCHC. This was accomplished in April 2024 and the
OCHE and TCHC have determined that this has improved efficiency and accuracy
significantly, eliminating the risk of missing or delayed referrals and saving time
for OCHE and TCHC staff.

Recommendation 2 (partially completed): TCHC to develop a process to
manage files where the arrears exceeded $10,000.00 and to keep track of these
files separately from newer arrears files. This had to be in place before the roll-
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out of the 2025 ACP and would allow TCHC to be able to accurately determine
the success of the 2025 ACP. TCHC completed this recommendation by
implementing the $10,000.00 clean-up project. The remaining components of this
recommendation are not fully implemented and are detailed in Appendix 1.

Recommendation 3a: TCHC should update the ACP to require the N4 to be
served in the second month of arrears (one month’s rent plus a $1.00 of arrears
owing). This was completed as part of the roll-out the new 2025 ACP.

Recommendation 3d: The OCHE to issue monthly ACP compliance reports to
TCHC by Region to ensure more up to date monitoring of OCHE audit findings
and to schedule monthly meetings with TCHC to review trends and compliance.
The OCHE created and issued a monthly dashboard report for TCHC and
completed 12 monthly meetings in 2024.

Recommendation 3e: TCHC to create a new Key Performance Indicator (“KPI”)
for the Regions which monitors and evaluates ACP Compliance regionally. The
Power Bl dashboard is in place and is being used by regional teams to track staff
progress.

Recommendation 4: TCHC to re-establish the Memorandum of Understanding
between Toronto Employment and Social Services (“TESS”) and TCHC and
endeavor to improve the process of information sharing and communication
between them where a mutual interest in stabilizing tenancies exists. This was
completed and regular meetings between TESS, the OCHE and TCHC Tenancy
Management Teams are underway. The MOU is on track to be revised based on
feedback from these meetings.

Recommendation 5a and 5b: Track LRAs over $10,000.00 separately and
empower TCHC staff to broker longer LRAs that consider the Tenants’ income
and expenses to prevent breaches wherever possible and reduce hardship for the
tenants. Both objectives were completed and TCHC is positioned to ensure new
arrears do not climb significantly, and that older arrears are tracked separately.
The OCHE closed 367 files in this reporting period and 111 were cases of arrears
over $10,000.00. Because of this focus, these arrears are now managed.

CONCLUSION

During this period, the OCHE continued to work with TCHC to increase staff
capacity to manage arrears files without the need for an OCHE intervention in
more instances, and to decrease the arrears total across the organization. The
community partnerships have had a positive impact on the OCHE's ability to pay
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down arrears balances and to reverse losses of subsidy, while ensuring
successful tenancies and eviction prevention.

With the Referral and the Send Back process being fully integrated into HOMES,
the OCHE and TCHC have both found efficiencies. The roll-out of the 2025 ACP
as of January 1, 2025, provides us with optimism that even greater efficiencies
will be achieved.

The OCHE anticipates that new recommendations will continue to enhance
outcomes for tenants and TCHC and that they will build on the success of the
2024 Systemic Recommendations once fully implemented.

Page 13 of 17

L JUsWyoely - GE-G202-OHOL - ¢1 Way



APPENDIX 1: PROGRESS UPDATE ON RECOMMENDATIONS MADE IN THE OCHE BI-ANNUAL REPORT JANUARY 1 TO JUNE 30,

2023

In the first Bi-Annual report of 2023, presented to the Board of Directors in October 2023, the OCHE made five recommendations to TCHC. The
OCHE and TCHC have been working together to implement these recommendations, with many of them already completed, as described in

section 8.0 in the body of this Report. The progress toward the remaining recommendations is detailed in the chart below:

OCHE RECOMMENTATION

Recommendation 2:

In collaboration with the OCHE, City Partners
and TCHC, develop a time specific
methodology for both tracking and enforcing
arrears management for files which fall under
strict criteria.

TCHC PROGRESS UPDATE (September
27, 2024)

Work with OCHE and Finance on the
proposal for a time specific intervention for
high arrears files is ongoing with a revised
timeline of Q4 2024. The revised timeline is
a result of resource challenges and
additional complexity in implementation
planning being raised through the cross-
divisional collaboration.

TCHC PROGRESS UPDATE (APRIL 15,
2025)

The planning and analysis work required on
this project has been complex and is still
ongoing. Management have prepared a
proposal for the executive team outlining
reputational and financial control risks
associated with providing rent forgiveness. A
decision is expected in Q2, along with a plan
to move ahead with an alternative if the initial
rent forgiveness approach is not feasible.

Recommendations 3:
ACP Recommendations

b. Modify HOMES to ensure timely
creation of N4s and reduce the number
that need to be created manually.

c. Ensure finance processes rent
payments early so that they are all
posted before N4s are issued to
tenants.

Work with Finance to address pain points in
rent processing workflow is underway.

Revised process-based reporting dashboard
is in place, developed in partnership with
Performance and Quality and the Power Bl
team in ITS. Full roll out of the dashboard
and associated KPI monitoring will take
place in alignment with the full ACP
implementation in Jan 2025.

Work is underway with Finance to create
Standard operating procedures on posting of
payments and timelines (re items b and c).
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OCHE RECOMMENTATION

Recommendation 5:

c. Modify HOMES to allow Pre-Authorized
Payments (PAP) to also withdraw
arrears repayments by month; and to
withdraw the rent on a flexible
schedule. For example, seniors receive
their pensions on the 27" of the
month—this should be the day the PAP
withdraws the rent. This is particularly
important as other bill collectors are
able to withdraw funds on a flexible
schedule resulting in returned PAPs
due to Non-Sufficient Funds. For
tenants who are employed and paid bi-
weekly, the PAP should be flexible
enough that two payments per month
can be withdrawn to coincide with their
employment schedule.

TCHC PROGRESS UPDATE (September

27, 2024)

Work is underway with ITS on a detailed
scoping and implementation plan for the
HOMES changes for to enable PAP

flexibility. Plan is expected to be finalized in

by the end of Q3, 2024.

TCHC PROGRESS UPDATE (APRIL 15,
2025)

Scoping and implementation plan is complete.
Testing of the solution is underway with IT and
Finance. L and OD building training materials
and Operations is finalizing the procedure for
staff with an expected roll out of Q2, pending
any delays related to testing the solution in
HoOMES.
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APPENDIX 2: PROGRESS UPDATE ON RECOMMENDATIONS MADE IN THE OCHE BI-ANNUAL JULY 1 TO DECEMBER 2023
In the second Bi-Annual of 2023, presented to the Board of Directors in April 2024, the OCHE made four systemic recommendations which are

still in progress. The chart below provides an update on the progress toward implementation.

OCHE RECOMMENTATION

Recommendation 1:

It is recommended that TCHC consider providing
financial literacy workshops for Tenants in arrears
and who have signed LRAs to better support their
long-term success.

PROGRESS UPDATE (SEPTEMBER 27,

PROGRESS UPDATE

2024) (APRIL 15, 2025)

Discussions with Woodgreen are underway
and work is ongoing with the Programs and
Partnership team to facilitate this
partnership to deliver financial literacy
workshops to a broader ranges of tenants in
arrears.

No update at this time — work is ongoing.

Recommendation 2:

In the OCHE Bi-Annual Report January 1 to June
30, 2023, the Commissioner recommended TCHC
Ensure HOMES can collect repayment amounts
with the Pre-Authorized Payment (“PAP”) and
withdraw payments on a flexible schedule. The
progress toward implementation is described in
Appendix 1 — Recommendation 5c¢. The results of
the OCHE Breach Survey, underscores the need
for this to be implemented.

See response 5C (above, in OCHE Q1-2
2023 Bi-annual report).

See response 5C (above, in OCHE Q1-2 2023
Bi-annual report).
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OCHE RECOMMENTATION

PROGRESS UPDATE (SEPTEMBER 27,

PROGRESS UPDATE

2024) (APRIL 15, 2025)

Recommendation 3:

As part of the new ACP, TCHC has considered
moving ahead with a monthly arrears payment
reminder mechanism (e.g. mass text messaging).
Given this, it is recommended that all Tenants with
LRAs, including those brokered through the OCHE,
be included in these regular reminders.

Monthly arrears payment reminder
mechanism is in place (text messaging) and
Is being piloted with significant success in
the pilot ACP portfolios. 384 new identified
arrears files within the ACP pilot group
received a text message reminder with the
following success:

- 227 Accounts Paid in Full.

- 62 Accounts TCHC received partial
payments

- 95 accounts no payments were
received.

All tenants that remained in arrears will
receive follow-up’s from their TSC.

Recommendation will be complete upon
implementation of revised ACP including
text messaging for early arrears cases
portfolio wide in Jan 2025.

The text messaging process has shown great
success in encouraging tenants to repay their
arrears early. The process has been embedded
permanently within the revised ACP and is now
a core component of our overall arrears
management work.

Sending text messages to tenants who have
entered into an LRA will be explored with
Recommendation 4 (see below). The
assessment of how to implement this
recommendation is underway and a feasibility
decision is expected in early Q2.

Recommendation 4:

Explore the option of reviewing and/or re-
negotiating LRA terms every year when the Annual
Household Income and Assets Review is
completed.

Data collection to inform the inclusion of this
procedural component in Phase 2 of the
ACP revisions is underway. Expected
update on feasibility in Q1 2025.

The assessment of how to implement this
recommendation is underway and a feasibility
decision is expected in early Q2.
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