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Toronto Community Housing n

Internal Audit Report: Pest Management Program Review
ltem 16B

September 11, 2025

Building Investment, Finance and Audit Committee

Report: BIFAC:2025-76

To: Building Investment, Finance and Audit Committee (“BIFAC”)
From: Director, Internal Audit

Date: August 15, 2025

PURPOSE:

This report provides BIFAC with Internal Audits review and recommendations of the
Pest Management Program Review.

RECOMMENDATION:
It is recommended that Building Investment, Finance and Audit Committee receive
this report for its information.

FINANCIAL IMPACT STATEMENT:

There are no financial impacts resulting from the recommendations in this report.
The Chief Financial Officer and Treasurer has reviewed this report and agrees with
the financial implications as presented in the Financial Impact Section.

REASONS FOR RECOMMENDATION:

Audit Objective

The objective of this audit was to provide independent assurance to BIFAC and the
Management, and where appropriate, highlight improvement opportunities required
over the pest management program.

Internal Audit’s review focused on the following:

¢ Availability, adequacy, and compliance with policies, procedures, guidelines,
etc,;

e Availability, adequacy, and reporting of Key Performance Indicators (KPIs);
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Internal and external reporting, including reporting to the Board and/or the Board
Committees, the Management, and external parties, as applicable;
Adequacy and effectiveness of financial and operational controls;
Compliance with applicable laws, regulations, and standards;

Adequacy and appropriateness of access rights to HOMES and shared network
drives; and

Awareness and training programs for tenants and staff.

Conclusion

The Environmental Health Unit (EHU) of the Operations Division is managing its
operations with a certain degree of satisfaction. However, IA has identified
opportunities for improvement in several areas, such as policies and procedures,
KPIs, quality assurance reviews, implementation of robust controls for Work Orders
(WOs) and warranty claims, etc.

A summary of the key observations and recommendations is provided below.
Observations:

Absence of a documented policy to manage pest management activities;

Absence of documented KPIs and guidelines for performance monitoring and
reporting;

Absence of quality assurance inspections of individual units after pest
treatments;

Inadequate contractual compliance by PCSPs;
Absence of segregation of duties for pest control WO processing; and
Inadequate controls over the processing of warranty claims.

Recommendations:
Management should:

Develop appropriate policies and procedures to ensure consistency of
operations and for staff guidance;

Develop KPIs and establish guidelines to periodically measure and report actual
performance for continuous improvement;

Implement post-treatment quality assurance inspections for a sample of units to
ensure the quality of services provided by PCSPs;

Engage PCSPs to ensure compliance with all contractual service requirements;
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e Implement appropriate segregation of duties around WO processing to ensure
only necessary services are requested; and

e Implement robust system controls to accurately identify and track all warranty-
eligible WOs, preventing duplicate WOs for services covered under an active
warranty.

IMPLICATIONS AND RISKS:
The Internal Audit function serves to ensure that the Management of an organization
is conducting its business using proper controls and business practices.

In a municipal environment, Internal Audit reporting is crucial to the transparency of
the organization. TCHC is a part of this municipal environment.

SIGNATURE:

“Karim Jessani”

Karim Jessani
Director, Internal Audit

ATTACHMENT:
1. Internal Audit Report: Pest Management Program Review

STAFF CONTACTS:

Karim Jessani, Director, Internal Audit
416-981-4052
Karim.Jessani@torontohousing.ca

Igbal Siddiqui, Senior Internal Audit Analyst
437-925-1493
Igbal.Siddiqui@torontohousing.ca

Prashanna Koirala — Internal Audit Analyst
437-248-3904
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Public BIFAC Meeting - Sept 11, 2025

Report:BIFAC:2025-76
Attachment 1

Internal Audit Report
Pest Management Program Review
September 11, 2025

The objective of this audit was to provide
independent assurance to BIFAC and the
Management, and where appropriate, highlight
improvement opportunities required over the pest
management program.

The Internal Audit (IA) review focused on the
following aspects of the pest management program:

1. Availability, adequacy, and compliance with
policies, procedures, guidelines, etc.;

2. Availability, adequacy, and reporting of Key
Performance Indicators (KPIs);

3. Internal and external reporting, including
reporting to the Board and/or the Board
Committees, the Management, and external
parties, as applicable;

4. Adequacy and effectiveness of financial and
operational controls;

5. Compliance with applicable laws, regulations,
and standards;

6. Adequacy and appropriateness of access rights
to HOMES and shared network drives; and

7. Awareness and training programs for tenants and
staff.

The operational budget vs actual for the pest control
program for the year 2024 was as under:

Amount in 000’$

Description Budget | Actual | Variance

Integrated Pest
2,895 2,558 337
Management*

Pest Control
Services**

Total 6,825 | 5,969 856

3,930 | 3,411 519

*Salaries and benefits, pest management initiatives,
and operating expenses of the integrated pest
management team.

**This is related to the expenses of Pest Control
Service Providers (PCSPs).
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The Environmental Health Unit (EHU) of the Operations
Division is managing its operations with a certain degree of
satisfaction. However, |A has identified opportunities for
improvement in several areas, such as policies and
procedures, KPlIs, quality assurance reviews,
implementation of robust controls for Work Orders (WOs)
and warranty claims, etc.

A summary of the key observations and recommendations
is as follows:
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e Absence of a documented policy to manage pest
management activities;

e Absence of documented KPIs and guidelines for
performance monitoring and reporting;

e Absence of quality assurance inspections of individual
units after pest treatments;

e Inadequate contractual compliance by PCSPs;

e Absence of segregation of duties for pest control WO
processing; and

e Inadequate controls over the processing of warranty
claims.

Management should:

o Develop appropriate policies and procedures to ensure
consistency of operations and for staff guidance;

e Develop KPIs and establish guidelines to periodically
measure and report actual performance for continuous
improvement;

e Implement post-treatment quality assurance inspections
for a sample of units to ensure the quality of services
provided by PCSPs;

e Engage PCSPs to ensure compliance with all contractual
service requirements;

e Implement appropriate segregation of duties around WO
processing to ensure only necessary services are
requested; and

e Implement robust system controls to accurately identify
and track all warranty-eligible WOs, preventing duplicate
WOs for services covered under an active warranty.

Next Steps:

Please see Appendix A for our recommendations and
Management’s Action Plan with implementation timelines.
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Background

A robust pest management program is crucial in the housing industry due to legal obligations
and the potential for serious health and safety risks to the tenants. TCHC implements a pest
management program to ensure the comfort and safety of tenants, comply with regulations,
and maintain the structuralintegrity of our property. The program aims to prevent infestations,
address them proactively, and utilize the least harmful methods of control.

The provision of pest management services is governed by municipal, provincial, and federal
laws and regulations and is a key responsibility of the landlord as set out in the Residential
Tenancies Act. It is also an essential component of a broader clean buildings and
maintenance strategy, which is intended to establish achievable service standards,
sustainable service models, and enable consistent and cost-effective delivery of service
geared to enhancing tenant satisfaction.

TCHC has engaged service providers that are licensed under the Ontario Ministry of
Environment Pesticides Regulations. The Environmental Health Unit (EHU) is responsible for
overseeing and managing the pest management program and plays a crucial role in
supporting tenants and staff.

Audit Methodology

To achieve the audit objectives, IA performed the following:

e Reviewed available procedures, guidelines, flow charts, etc. related to the pest
management program;

e Researched best practice documentation, legislation, and standards;

e Conducted interviews and walkthroughs with concerned staff to understand the current
processes;

e Carried out physical visits to the sampled buildings to observe status and review documents
at sites;

e Reviewed responses provided by the EHU for the customized questionnaires developed by
IA;

e Reviewed contracts, other documents, data, reports, etc., provided by EHU; and

e Performed additional tests and analysis of data, as appropriate;
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Audit Results

Policies and Procedures

Well-documented policies and procedures provide guidance and clarity, establish accountability,
ensure consistency, and help improve the processes related to pest management activities.

The absence of documented policies and procedures may lead to inconsistencies in pest
management activities as the staff may take different approaches based on their interpretation,
understanding, and preferences.

By adhering to established policies and procedures, the staff can improve tenants' satisfaction,
enhance service quality, reduce operational costs, and maintain a secure and pest-free
environment.

During the review, |A received the following documents related to pest management
activities:

Sr# Description Comments

1. | IPM — Treatment/Service Request | Document dated April 2023.
Process Flow Chart

2. | Bedbugs: Guidelines for Staff Safety | No approval date is mentioned.

3. | Quality Assurance Guidelines and/or | Indicates current as of May 18, 2021. Not

Reference for EHU East Staff formalized.
4. | Staff Handbook IPM Services - | Not a formal document. Effective from Sept.
Excerpt from related RFP 1, 2024.
5. | Pest Service Request Process Indicates Updated as of September 21,
2023.

Based on the review of documents and the response received from EHU Leadership, |A noted
the following:

e A policy document has not been prepared and formalized to manage pest management
activities;

e The existing IPM-Treatment/Service Request Process Flow Chart for pest management
outlines various steps; however, the corresponding process document, "Pest Service
Request Process," lacks some details and does not cover all the steps presented in the
flowchart, such as guidance on engaging internal partners and procedures for handling
Category 4 and 5 cockroach infestations;

e The flowchart also lacks clear criteria for determining when to issue an internal WO for a
pest technician versus an external WO for a vendor inspection. This is a significant gap,
considering the high volume of pest-related WOs; and

e EHU utilizes a Staff Handbook for Integrated Pest Management (IPM) Services, which
currently incorporates excerpts from the RFP.
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While this handbook contains vital information for managing IPM activities, it lacks the
characteristics of a formal procedure document and does not adhere to the standard TCHC
document format.

Recommendation #01
Management should:

a) Document appropriate policy for pest management activities to ensure
consistency of operations and for staff guidance;

b) Refine the Pest Service Request Process document to integrate precise
internal/external WO criteria considering pest type, severity, expertise, and
urgency, and ensure alignment with the Service Request flowchart, to ensure
expedited service delivery and optimized resource allocation; and

¢) Restructure and update the “Pest Management Handbook” to differentiate
between staff guidance and contractual obligations to transform the handbook
into an officially recognized procedural guide, to improve utility and compliance.

EHS Organizational Structure and Defined Roles and Responsibilities

A well-defined framework of roles and responsibilities is crucial for the success of a pest
management program, which is a holistic strategy that requires a coordinated effort. Without
documented roles, there is a significant risk of fragmented efforts, duplicated tasks, or critical
steps being overlooked, thereby undermining overall program effectiveness.

Based on the information and documents shared, |IA observed that the roles and
responsibilities of the staff involved in pest management activities are not well-defined and
documented. This gap extends to key personnel within the EHU, such as Pest Control
Technicians (PCT) and Community Housing Supervisors (CHS), etc., that contribute to
effective pest management activities. For example:

o Within the EHU, PCTs need clear guidelines on their duties, including initial inspections,
treatment applications, follow-up procedures, and tenant communication. Similarly, CHS
requires defined responsibilities for tenant education, proactive monitoring, and ensuring
tenant compliance with pest control protocols.

o Facilities Management (FM) is responsible for structural integrity, including sealing cracks
and crevices where pests can enter or hide.

e Operations Division, which includes Superintendents responsible for issuing pest-related
WOs, plays a vital role in the initial response and coordination of pest issues.

The absence of documented roles and responsibilities presents several risks, such as
ineffective implementation of the program, operational inefficiencies and delays,
accountability gaps, inconsistent practices, etc.

By clearly defining these roles and responsibilities, TCHC can enhance accountability,
improve operational efficiency, and strengthen the overall effectiveness of its pest
management program, ultimately leading to better outcomes for tenants.
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Recommendation #02
Management should:

a) Develop and formalize a framework, clearly outlining the specific roles,
responsibilities, and accountabilities for all the staff involved in pest management
activities, to eliminate ambiguity and clarify contributions to pest prevention,
control, and response; and

b) Embed these roles and responsibilities directly into overarching pest
management procedures or guidelines. Complement this with mandatory training
sessions for all relevant staff to ensure consistent understanding, adherence, and
effective execution of their specific duties.

Key Performance Indicators (KPIs)

KPIs are quantifiable measures that help the Management in evaluating the overall
performance of a business unit or program. In the absence of measurable KPIs, performance
deficiencies may not be identified in a timely manner, and implementation of corrective
actions may not be possible.

Based on the review of the documentation provided and feedback from the EHU Leadership,
IA noted the following:

o EHU services, including pest control, are guided by established EHU service standards;

e WO data is primarily captured within HOMES, which serves as a central system for all
service-related activities; and

o EHU supervisors periodically extract raw data reports from HoMES for analysis and follow
up with staff on aging WOs.

However, formal guidelines for the development, measurement, and reporting of KPIs
specifically for the pest management program are not available. Consequently, no KPIs have
been established to measure actual performance against set targets, hindering continuous
improvement efforts.

Some suggested KPIs the Management may consider are as follows:
o Pest Incident Reduction Rate: Tracks the decrease in reported pest issues over time.
o First-Time Resolution Rate: Measures how often a pest problem is fixed with a single visit.

o Average Response and Resolution Times: Calculates how quickly the team responds to
and resolves pest incidents.

o Tenant Satisfaction Score: Gathers feedback on satisfaction with pest control services.
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Recommendation #03
Management should:

a) Establish appropriate guidelines to develop, monitor, and report KPIs in line with
the EHU’s goals and objectives;

b) Develop appropriate KPIs and periodically report the actual performance against
the established KPIs to drive continuous improvement; and

c) Regularly review and update developed KPIs to ensure they remain appropriate
in meeting the intended performance objectives.

Internal and External Reporting

Reporting provides insights into the organization’s performance, empowering decision-
makers to make informed decisions to enhance safety, operating efficiency, and cost-
effectiveness.

Internal reporting helps the Management to effectively monitor the activities and make
informed decisions, whereas external reports meet stakeholders’ requirements outside the
organization, such as the City of Toronto.

Based on the response from EHU Leadership, |A noted that EHU only submits the following
reports to TSC in addition to the ad-hoc reports requested:

e Quarterly Performance Report; and
e Annual Pest Control Report

However, there is no formally documented process to identify and comply with internal and
external reporting requirements, including steps to prepare these reports to ensure the
information is extracted, analyzed, and reported in a consistent manner.

IA believes that EHU should formally document a process to identify and comply with internal
and external reporting requirements, including steps to prepare these reports to ensure the
information is extracted, analyzed, and reported in a consistent manner.

Adequacy and Effectiveness of the Controls

Quality Assurance for Individual Units

During the review, IA noted that EHU conducts random quality assurance inspections of
common spaces following pest treatments. Deficiencies identified through these inspections
are communicated to vendors for corrective action.

Furthermore, it was noted that tenant service requests pertaining to pests are categorized
(e.g., high, medium, low) within HOMES by the initiator, and these requests are subsequently
addressed. However, individual unit quality assurance inspections are not conducted
following pest treatment applications.

Recommendation #04

Management should implement post-treatment quality assurance inspections for
sample units, similar to those conducted in common spaces, to verify the
effectiveness of pest treatments and ensure tenant satisfaction.
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Site Visits to TCHC Locations

IA conducted site visits to four sample buildings to assess their pest control measures. The
buildings are spread across the east, central, and west regions. |A team, accompanied by a
PCT, carried out site inspections of the respective buildings and interviewed the site staff.
The following are the key observations:

Absence of On-Site Service Binders

As per the agreement, the PCSPs are required to maintain a monthly service binder at each
building.

This binder should include documentation such as an outline of services, a copy of their
Operator License, valid Material Safety Data Sheets (MSDS) for all chemicals used or brought
on-site, preparation documents, and any other relevant documentation mandated by TCHC.

During the site visits and subsequent corroboration with the Superintendents, |A noted that
three out of four buildings lacked the required service binder containing the details. This
deficiency hinders immediate verification of compliance and access to critical on-site safety
and operational information.

Recommendation #05
Management should:

a) Ensure that PCSPs maintain a complete service binder at all buildings, as per
the agreement; and

b) Implement a regular documented review process by EHU to ensure these binders
consistently contain all required documentation, including licenses, MSDS, and
service outlines, thereby enabling immediate compliance verification and access
to critical safety information.

External Rodent Bait Station Maintenance

EHU has established a Rodent Control Program through agreements with PCSPs. These
agreements mandate that every rodent bait station be inspected during each service visit.
This includes verifying bait condition, ensuring a clean station interior, and requiring the PCSP
to sign and date the internal station label or the exterior of clear-top stations as proof of
service.

However, |A's inspection revealed non-compliance in two buildings. Specifically, bait stations
in these locations were not serviced, and the required labels were neither dated nor signed
for each service.

Furthermore, IA observed that bait stations were not numbered in line with contractual
requirements, and the number of bait stations placed was disproportionate (in the same
compound, one building had 17, and the other had 5 exterior bait stations).

These findings were brought to the attention of the accompanying technician, and
management subsequently requested the PCSP to address these deficiencies by servicing
the bait stations and affixing the necessary labels. |A acknowledges a prompt response from
the management.
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The EHU provided a Quality Assurance (QA) Inspection Report conducted on June 26, 2025,
following the IA visit to the building. This report corroborated IA's observations by identifying
several deficiencies. The report's comprehensive recommendations should be implemented
across the entire portfolio, not exclusively within this single building.

Recommendation #06

Management should strengthen the Rodent Control Program by establishing
appropriate mechanisms, including defining the criteria for the number of bait
stations in buildings and oversight responsibilities, to ensure the safety and
comfort of tenants.

Glue Board Inspection and Documentation

The agreement with PCSP stipulates monthly inspections of glue boards, with replacement
mandated every three months or sooner if the adhesive dries out. Furthermore, all glue boards
and other monitoring devices must be dated and signed both upon placement and during
each inspection.

However, during our site visits, |IA observed non-compliance in three out of four buildings
visited. In these instances, the glue boards were found to be neither dated nor signed,
indicating a failure to adhere to the required documentation standards for placement and
inspection. This deficiency impedes effective monitoring and verification of pest control
activities.

Recommendation #07

Management should communicate with PCSPs to ensure all glue boards and
monitoring devices are consistently dated and signed upon placement and during
each inspection, as stipulated in the PCSP agreements, to enhance monitoring,
effectiveness, and accountability for pest control activities.

Non-adherence to the Municipal Code Notification Requirements

The Toronto Municipal Code Chapter 354 mandates owners or operators to display a
notification board in a central location within apartment buildings. This board must include
comprehensive information related to pest control, such as:

(a) a schedule of pest control services, including anticipated treatment and preventative
activities;

(b) service standards for pest control services, including timelines that tenants can expect for
scheduling treatment when an owner or operator is made aware of the presence of pests;

(c) the date of any treatment;

(d) the name of the pest extermination business operator licensed by the Ministry of the
Environment, undertaking the treatment;

(e) a certificate or other documentation provided by a licensed exterminator or pesticide
operator on completion of pest control services;

(f) the nature of the treatment;
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(g) information on any pesticide or other product used by a licensed exterminator or pesticide
operator during pest control treatment activities; and

(h) such information shall not include the location of the pest control treatment activities.

However, |A's observations indicated partial adherence to these requirements. In the
buildings visited, only a few mandated documents were posted, such as the business operator
license and the schedule for common area pest control services, with other required
information missing. Notably, in one building, the license of the previous PCSP was displayed
instead of the current provider's license, which limits tenants' access to crucial information
regarding pest management activities and related safety protocols. EHU leadership further
clarified to IA that there is already a process in place and compliance is the responsibility of
site staff.

Recommendation #08

Management should implement a robust protocol to ensure all required pest control
information, as mandated by Toronto Municipal Code Chapter 354, is consistently
and accurately displayed on notification boards in all buildings, including current
licensing and complete treatment details, to ensure full tenant access to crucial
information.

General Site Observations Indicating Pest Infestation Risks

IA also identified additional conditions during site visits that could contribute to pest infestation
risks:

e Unsecured Garbage Bins: Lids on garbage bins were found to be open or not properly
closed, increasing the likelihood of attracting pests.

¢ Presence of Bird Feed: Accumulations of bird feed were observed around one building,
which can attract various pests and rodents.

These general observations suggest that external environmental factors are likely hindering
the effectiveness of pest management efforts.

IA believes that enhanced oversight and diligent monitoring by both site staff and PCTs are
crucial and will help bolster compliance as well as significantly improve tenant safety by
addressing these contributing environmental issues proactively.

Pest Treatment Work Orders (WOs) Process

IA reviewed 73,279 pest-related Work Orders (WOs) issued to seven vendors for services
provided to TCHC and TSHC in 2024. These WOs, generated in the HOMES system, detail
the scope and location of work.

IA observed that pest control WOs are initiated by site staff and directly routed to vendors for
treatment without requiring prior approval. Additionally, WOs do not include pricing
information as payments are processed through Blanket Purchase Orders (BPOs). Upon
service completion, vendors submit weekly or monthly spreadsheets detailing completed jobs.
These spreadsheets undergo verification by the EHU, after which the Accounts Payable Unit
reconciles the EHU-approved amounts against invoices in Vendor Café for payment
processing.
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The current process, where pest control WOs are initiated by site staff and directly routed to
vendors without prior approval or embedded pricing, presents a potential financial risk to
TCHC. This lack of upfront control increases the likelihood of unnecessary services being
rendered, as there is no formal gatekeeping mechanism to validate the necessity or
appropriateness of the work before it commences. Furthermore, the absence of pricing on
WOs, coupled with reliance on post-service vendor spreadsheets and Blanket Purchase
Orders (BPOs), weakens cost control and introduces a potential risk of overpayment or billing
discrepancies. This operational vulnerability could lead to inefficient expenditure of resources
and a reduced ability to effectively manage and monitor pest control costs.

Recommendation #09
Management should:

a) Establish a process that separates the creation of WOs from their approval,
assigning these tasks to distinctindividuals to confirm that only essential WOs
are generated, thereby reducing unnecessary recurrence and cancellations;
and

b) Collaborate with ITS to develop and integrate a price master for pest control
services into HOMES to enable WO amounts automatically populated,
streamlining the matching of agreed-upon prices with vendor invoices and
minimizing the risk of errors and omissions.

Pest Treatment Work Orders (WOs) Data Analysis
IA review and analysis of the WOs revealed the following key observations:
Significant WO cancellations

IA observed a substantial number of WO cancellations in 2024. Individual WOs are not directly
tied to monetary values, and as mentioned above, all the WOs for a week/month are clubbed
into a single invoice, which also includes cancellation. It was not possible for IA to precisely
determine payments made to vendors for these cancelled services, despite TCHC's obligation
to compensate vendors for cancellations.

Effective September 2024, the new RFP implements a mechanism for calculating cancellation
charges payable to PCSPs. It requires TCHC to pay 50% of the agreed-upon treatment
charges up to half of the total treatments booked, if the number of treatments cancelled for a
specific date is less than 50% of the total treatments originally booked for that day. It is
important to note that no such cancellation clause existed in previous RFPs.

The following table provides a vendor-wise breakdown of WO cancellations for 2024:

Vendor "I,'\c;(t)asl Completed WOs Ca‘r,lvcgéled % Cancelled
PCSP A 23,207 19,863 2,825 12.17%
PCSP B 17,926 14,145 3,401 18.97%
PCSP C 15,931 13,660 2,062 12.94%
PCSP D 7,068 5,716 817 11.56%
PCSP E 4,754 4112 308 6.48%
PCSP F 4,358 3,944 113 2.59%
PCSP G 35 18 11 31.43%
COR-1023T°taI 73,279 61,458 9,537 13.01%
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Further analysis of cancellations by pest type reveals that bed bug treatments accounted for
a significant majority of cancellations, followed by roaches and mice:

Vendor Bed Bug | Roaches | Mice Others Total
PCSP B 2,937 259 80 125 3,401
PCSP A 2,309 269 100 147 2,825
PCSP C 1,748 180 59 75 2,062
PCSP D 733 51 21 12 817
PCSP E 198 72 22 16 308
PCSP F 50 36 18 9 113
PCSP G 11 11
Total 7,975 867 300 395 9,537
Percentage 83.62% 9.09% | 3.15% 4.14% 100.00%

Recommendation #10

Management should periodically conduct root cause analysis of cancelled pest
control WOs, identifying systemic issues such as scheduling conflicts,
communication breakdowns, or inaccurate service requests. Based on this analysis,
targeted operational improvements should be implemented, and the WO initiation
process should be enhanced to proactively reduce cancellations, thereby optimizing
cost.

Warranty Claims and High Re-treatment Rates

Agreements with PCSP include a three-month warranty for treatments of common pests at
individual units, which begins after a required follow-up inspection by the PCSP. However,
the HOMES system lacks functionality to prompt site staff to claim these warranties when new
WOs are created within the eligible period. The current manual process relies solely on staff
memory, introducing a significant risk of missed legitimate warranty claims, resulting in
financial losses for TCHC.

Our data analysis revealed numerous repeated treatments within the same units. This pattern
suggests potential ineffectiveness of initial treatments, leading to adverse financial impact for
TCHC due to reservicing costs that should have been covered by existing warranties.
Examples include:
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Address Unit Treatment Actual Treatments
Building 01 A Bedbug 30
Building 01 B Bedbug 31
Building 02 A Mice 20
Building 02 A Roaches 14
Building 03 A Bedbug 14
Building 03 A Roaches 12
Building 04 A Mice 25
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Additionally, several TSHC buildings exhibited a high number of re-treatments in specific
units:

Address Unit Treatment Actual Treatment
Building 01 A Roaches 36
Building 01 A Flies 33
Building 02 A Bedbug 16
Building 02 A Roaches 8
Building 02 B Bedbug 20
Building 02 C Bedbug 19
Building 03 A Mice 11
Building 03 A Bedbug 23
Building 03 B Bedbug 29

Non-Compliance with Mandated Bed Bug Treatment Protocols

IA's analysis revealed non-compliance with the mandated three-treatment protocol for bed
bug infestations. In 2024, out of 13,645 initial bed bug treatments performed, only 12,101
second treatments and 4,801 third treatments were completed. This indicates a significant
deviation from the required multi-stage treatment approach.

Furthermore, the current process mandates using the same WO for second and third bed bug
treatment visits. However, |IA observed that new WOs are frequently created for each
subsequent treatment (visit). This practice could lead to confusion regarding payments and
hinder accurate tracking of comprehensive treatment cycles, as these related WOs are not
systematically linked.

A similar issue was noted for mice, where the process requires the unit to create one WO for
two treatment visits.

Open WOs for Pest Treatment

IA identified 2,284 pest treatment WOs that remained open for over six months, with creation
dates ranging from January to December 2024.

The prolonged open status of these WOs indicates potential delays in service completion,
administrative backlogs, or issues with closure protocols, impacting the accuracy of
operational reporting and potentially delaying the resolution of pest issues.
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Recommendation #11
Management should:

a) Coordinate with ITS to implementa HOMES enhancement to automatically prompt
site staff for warranty claims when a new WO is created within an eligible warranty
period to prevent missed claims and reduce unnecessary re-servicing costs;

b) Emphasize strict adherence to the mandated multi-treatment protocols for bed
bugs, ensuring all required visits are completed and tracked under a single WO
per infestation cycle to improve treatment effectiveness, prevent duplicate
payments, and enable accurate performance and optimization of costs; and

c) Investigate the root causes of the open WOs and implement corrective actions to
ensure timely completion and closure.

Compliance with Application Laws, Regulations, and Standards

The Ontario Housing Industry operates within a comprehensive and continuously evolving
regulatory framework. This robust structure integrates federal, provincial, and municipal laws,
along with industry-specific regulations and best practice standards.

Proactive engagement with these requirements is a strategic advantage, moving beyond the
mere statutory obligation. It is a fundamental commitment to ensuring the safety, well-being,
and enhanced quality of life for all residents. This dedicated adherence builds strong
operational integrity, cultivates enduring public trust, and secures long-term organizational
stability. Embracing these evolving mandates is key to fostering sustainable and responsible
housing operations across Ontario, driving continuous excellence.

During the review and discussion, the EHU Leadership advised that various legislations,
bylaws, codes, directives, and standards govern the pest control activities, including:

1. Pest Control Products Act (PCPA)

Pesticides Act

Health Canada Enforcement Rules

Pest Management Regulatory Agency (PMRA) Guidelines

o bk~ w0 D

RentSafeTO: Apartment Building Standards Program
6. Toronto Municipal Codes

IA observed that EHU maintains a repository of legislation and regulations related to pest
control activities. The EHU also advised that it ensures ongoing awareness of legislative
updates by regularly monitoring the PMRA’s website and attending annual conferences
hosted by the Structural Pest Management Association of Ontario (SPMAO). Furthermore,
the Unit reported that TCHC has not incurred any fines for pest control-related violations within
the last three years.

However, during the review of documents provided and the responses, |A noted that the
EHU’s internal service standards documentation outlines an initial inspection timeline of
seven (7) days for pest-related complaints. This is in direct conflict with the RentSafeTO:
Apartments Building Standards Program, which mandates that all pest-related complaints
received through RentSafeTO must be actioned within 72 hours of receipt.
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Recommendation #12

Management should revise and formalize EHU's internal service standards to ensure
initial pest-related inspections are completed within 72 hours of complaints received
through RentSafeTO program.

Adequacy of Controls over Access Rights

User access rights review is a vital control for periodically verifying that only legitimate users
have access to an organization's applications and infrastructure. During these reviews, a
process owner might discover that individuals who have left the organization or moved to
different roles still retain access. This creates a significant vulnerability that, if exploited, could
lead to substantial financial and reputational damage for the organization.

By regularly verifying and adjusting user permissions, organizations can ensure adherence to
the principle of least privilege. This practice significantly enhances the overall security posture
and optimizes resource allocation by removing unnecessary access. Ultimately, robust user
access reviews contribute to a more secure and efficient IT environment.

During our review, EHU Leadership advised that they use the following IT tools to manage
processes related to their operations:

e HOMES: For logging and updating WOs, approving invoices, etc.
e Shared Network Folders: For record-keeping and documentation purposes.

IA was further advised that no reviews are conducted for access rights to HOMES, as well as
the shared network folders for the Unit.

Recommendation #13
Management should:

a) Establish a process for the periodic review of user access rights to HOMES, as well as
the Shared Network Folders, to ensure that access is granted based on business
needs; and

b) Ensure that employee access rights are timely updated or revoked upon any changes
in their status.

Training and Knowledge Management

Training is an important element of organizational success and can lead to numerous benefits,
such as enhanced staff productivity through new skills. Continuous training can also ensure
consistency and compliance with the organization’s policies and procedures. Without
appropriate training, staff may not perform their assigned tasks efficiently, which may lead to
inaccuracies and impact on the deliverables.

During the review, the EHU Leadership informed IA that it employs trained and licensed pest
control technicians. The Unit fosters continuous improvement through ongoing sharing of
lessons learned with staff, periodically identifying areas for performance enhancement. In
2024, staff furthered their professional development by attending the yearly conference
organized by the SPMAO, an educational forum for industry professionals, technicians, and
pest operators.
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However, based on the review of documents and response provided by EHU, IA noted the
following:

Absence of Training Needs Analysis and Annual Plan: We observed that EHU does
not conduct formal training needs analysis for staff, and consequently, an annual training
plan for the Unit is not prepared.

Informal Tenant Engagement, Lack of Structured Awareness Sessions: EHU
participates in regional tenant engagement programs and has developed educational
materials on pest control. However, there are no pre-scheduled annual awareness
sessions dedicated to tenant education.

Recommendation #14
Management, in coordination with L&OD, should:

a) Conduct a formal training needs analysis for the staff to inform the development
and execution of a comprehensive annual training plan, ensuring up-to-date
knowledge and skill proficiency; and

b) Develop and implement a tenant awareness program featuring scheduled
educational sessions on pest control best practices, ensuring proactive and
widespread communication.
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Appendix A: Management’s Action Plan
No. Recommendation Agree? Management’s Action Plan Implementation
YIN (Please refer to footnotes) Timeline
1) Management should: Y Management will convert the existing Q3-2026
documents into corporate policy and

a) Document appropriate policy for pest procedures.
management  activities to ensure
consistency of operations and for staff
guidance;

b) Refine the Pest Service Request Process Y Management will undertake to: Q3-2026
document  to integrate  precise i) Refine the Pest Service Request
internal/external W(_) criteria cor_ws:dermg process document to integrate
pest type, severity, expertise, and precise internal/external WO
urgency, and ensure alignment with the H o

. criteria; and
corporate flowchart, to ensure expedited . o .
service delivery and optimized resource ii) Ensure that there is alignment with
allocation; and the corporate flowchart.

¢) Restructure and update the “Pest Y Management will: Q3- 2026
Z/Z';ffeimft';#?ﬂgzzg,;zzczzfstrre::zz i) Restructure and update the Pest

M t Handbook; and
obligations to transform the handbook . anagement Rancbooi; an ]
into an officially recognized procedural i) Incorporate the handbook into
guide, to improve utility and compliance. staff training.
2) Management should: Y Management will develop a Q3-2026
] comprehensive document to define

a) Develop and formalize a framework the roles and responsibilities for site
clearly _oyt_‘ll_nmg the spec:le_ .roles, staff, EHU, and other related
respons:blll'tles, and'accountabllltles for stakeholders (such as FM, Site
all the staff involved in pest management supers, District staff, etc.). This will
activities, to eliminate ambiguity and involve:
clarify contributions to pest prevention, , . ‘ ]
control, and response; and i) Developing a framework; and

i) Formalizing the framework by
reinforcing expectations through a
formal process.

b) Embed these roles and responsibilities Y Management will ensure that: Q3-2026
directly — into  overarching  pest i) Roles and responsibilities are
management proqedure..s or guidelines. included in PM procedures and/or
Cor_nplement_ this with mandatory guidelines; and
training sessions for all relevant staff to N .
ensure consistent understanding, i) Mand_atory t_ralnmg for all relevant
adherence, and effective execution of staff is provided.
their specific duties.

3) Management should: Y Guidelines will be established on how Q4-2026

a) Establish appropriate guidelines to Ito appropriately:
develop, monitor, and report KPIs in line i) Develop
with the EHU’s goals and objectives; i) Monitor

iii) Report
In line with program goals and
objectives.

b) Develop appropriate KPIs and Y Management will develop KPIs and Q4-2026

periodically report the actual report actual performance against the
performance against the established KPIs established KPls.
to drive continuous improvement; and
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No. Recommendation Agree? Management’s Action Plan Implementation
YIN (Please refer to footnotes) Timeline
c) Regularly review and update developed Y Management will: Q4-2026
KPIs _to ensure thgyremam appropriate in i) Establish a process for regular
me_etln_g the intended performance review of developed KPlIs; and
objectives. . ) ,
i) Regularly review with relevant
stakeholders.
4) Management should implement post- Y Management will implement a post- Q4-2026
treatment quality assurance inspections for treatment quality assurance inspection
sample units, similar to those conducted in for sample units.
common spaces, to verify the effectiveness
of pest treatments and ensure tenant
satisfaction.
5) Management should: Y Management will re-enhance the Q4-2026
a) Ensure that PCSPs maintain a complete existing program to ensure that service
service binder at all buildings, as per the binders are available at each building
agreement; and with all the required information.
b) Implement a regular documented review Y Management will: Q4-2026
process by EHU to ensure these bind_ers i) Develop a regular documented
consistently ~ contain  all  required review process to ensure service
documentation, .lncludln_g licenses, are consistently
MSDS, and service outlines, thereby maintained:; and
enabling immediate compliance i C icate th to th
verification and access to critical safety ii) Communicate the process to the
information. relevant staff.
6) Management should strengthen the Rodent Y Management will: Q2-2026
Control  Program by  establishing i) Define criteria for the number of bait
appropriate mechanisms, including defining stations in buildings; and
the criteria for the number of bait stations in ii) Establish oversight responsibilities
buildings and oversight responsibilities, to 9 P )
ensure the safety and comfort of tenants.
7) Management should communicate with Y Management will communicate with Q2-2026
PCSPs to ensure all glue boards and PCSPs on requirements as stipulated
monitoring devices are consistently dated in the PCSP agreements.
and signed upon placement and during each
inspection, as stipulated in the PCSP
agreements, to enhance monitoring,
effectiveness, and accountability for pest
control activities.
8) Management should implement a robust Y Management will: Q2-2026
protocol _to ensure all required pest control i) Implement a robust protocol in
lnfor_m_atlon, as mandated_ by 7_'oronto accordance with the existing
Municipal Code Ch.apter 354, is cons_l.?ten.tly process; and
and accurately displayed on notification . )
boards in all buildings, including current if) Communicate the protocol and
licensing and complete treatment details, to process with relevant staff.
ensure full tenant access to crucial
information.

COR-1020

9/-G20¢-0Vv4dIg - 991 wsj|



Internal Audit Report
Pest Management Program Review
September 11, 2025

Page 19
No. Recommendation Agree? Management’s Action Plan Implementation
YIN (Please refer to footnotes) Timeline
9) Management should: Y Management will: Q1-2027
a) Establish a process that separates the i) Establisha new standard operating
creation of WOs from their approval, procedure (SOP) that separates
assigning these tasks to distinct WO creation and approval;
individuals to confirm that only essential ii) Communicate new SOP to relevant
WOs are generated, thereby reducing
unnecessary recurrence and iii) Deliver training to staff for the new
cancellations; and
iv) Establish a mechanism to monitor
and report compliance.
b) Collaborate with ITS to develop and Y Management will: Q1-2027
integ_ratea!price master for pest control i) Develop a price master for pest
services into HOME_S to enable WO control services: and
amounts automatically  populated, B . .
streamlining the matching of agreed- ii) Integrate the price master into
upon prices with vendor invoices and
minimizing the risk of errors and
omissions.
10) | Management should periodically conduct Y Management will: Q3-2026
rootca_use a_na_lysis of can_cel_led pest control i) periodic reviews of
WOs, ld_entlfymg sy._stemlc issues sqch_as cancelled WOs to identify common
scheduling c_onfllcts, corpmumcatlon root causes and identify systemic
breakdowns, or inaccurate service requests.
Based on this analysis, targeted operational . o
improvements should be implemented, and i) Collect the findings, and targeted
the WO initiation process should be operational , _
enhanced to proactively reduce |mp_rovements/solut|or_13 will  be
cancellations, thereby optimizing cost. designed, where possible; and
iii) Revisit the WO initiation process
and consider findings to make
enhancements where
operationally feasible.
11) | Management should: Y Management will undertake to: Q1-2027
a) Coordinate with ITS to implement a i) Revisit former request for HOMES
HOoMES enhancement to automatically enhancement; and
prompt site staff for warranty claims i) Collaborate with ITS to implement
when a new WO is created within an the solution.
eligible warranty period to prevent
missed claims and reduce unnecessary
re-servicing costs;
b) Emphasize strict adherence to the Y Management will undertake to: Q3-2026
mandated multljtreatment ;.)rotoc.:olls for i) Emphasize the importance of
bed bugs, ensuring all required ws:t_s are adherence to the
completed_ and tr_acked under a single multi-treatment
WO per mfestatlon_ cycle to improve through targeted
treatment effectiveness, prevent .
. education; and
duplicate  payments, and enable . ) L
accurate performance and optimization i) Explore the practical feasibility of
of costs: and creating a process for tracking in-
’ cycle treatments.
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? ) : i
No. Recommendation Agree? Management’s Action Plan Implementation
YIN (Please refer to footnotes) Timeline
c) Investigate the root causes of the open Y Management will: Q4-2026
WOs and implement corrective actions i) Examine open WOs of a
to ensure timely completion and closure. designated time period:
i) Analyse the findings of the open
WO’s toidentify the root causes for
why they are open;
iii) Consider  findings to make
enhancements where
operationally feasible; and
iv) Communicate the enhancements
to the required staff.
12) | Management should revise and formalize Y Management will: Q3-2026
EHU's internal service standards to ensure i) Create formal documentation to
initial ~ pest-related  inspections  are segregate the timelines for
completed within 72 hours of complaints actioning of WOs:
received through RentSafeTO program. e EHU 7 days;
e 72 hrs for Bylaw-related
complaints to be actioned by
the site staff; and
i) Proactively communicate the
updates to the district team.
13) Management should: Y Management will create a standard Q1-2026
operating procedure for the periodic
a) Establish a process for the periodic review of access rights to HOMES.
review of user access rights to HOMES,
as well as the Shared Network Folders,
to ensure that access is granted based
on business needs; and
b) Ensure that employee access rights are Y Management will coordinate with ITS Q1-2026
timely updated or revoked upon any to obtain the access privileges for a
changes in their status. review of user access rights on a
quarterly basis.
14) | Management, in coordination with L&OD, Y Management will: Q2-2026
should: i) Conduct a formal training needs
a) Conduct a formal training needs ) anal.yS|s; and
analysis for the staff to inform the i) E)e_&_gn ar|1d execute a formal
development and execution of a raining pian.
comprehensive annual training plan,
ensuring up-to-date knowledge and skill
proficiency; and
b) Develop and implement a tenant Management will: Q3-2026
awareness program featuring scheduled i) Develop a tenant awareness
educational sessions on pest control program; and
best practices, ensuring proactive and i) Implement a tenant awareness
widespread communication. program.
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