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To: Board of Directors (the “Board”)
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PURPOSE:

The purpose of this report is to provide the Board of Directors (the “Board”)
with the Office of the Commissioner of Housing Equity’s (“OCHE”) Bi-
Annual Update for the period of January 1 to June 30, 2025.

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

TSC:

The Tenant Services Committee received this report for information at its
meeting of October 3, 2025 and forwarded it to the Board of Directors for its
information.

The TSC’s discussion focused on large balance arrears and the joint process
between the OCHE and TCHC to address these files, planned training for
supervisory staff to prevent incomplete files from being sent to the OCHE,
the process to identify exceptional circumstances and the potential for TCHC
staff to identify such files without needing to involve the OCHE, and whether
the opportunity exists to expand the partnership with Woodgreen to support
more tenants. It was confirmed that the OCHE offers the Rent Bank to all
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eligible tenants who are referred to their office, and TCHC management
continue to work on a possible arrears waiving strategy that will be presented
to the Building Investment, Finance and Audit Committee and the Board of
Directors.

FINANCIAL IMPACT STATEMENT:
From Jan to June 2025:
e OCHE Eviction Prevention and arrears recovery directly paid to TCHC
totaled $978K
e Arrears reversed by resolving Losses of Subsidy and completing
Rent Reviews totaled $629K
e Arrears recouped after processing the Annual Rent reviews through
the successful partnership with WoodGreen’s Tax Link Program:
$462K
e Arrears recovered through the Toronto Rent Bank: $810K

The Chief Financial Officer and Treasurer has reviewed this report and
agrees with the information presented in the Financial Impact Section.

REASONS FOR RECOMMENDATIONS:

The Bi-Annual Update highlights the OCHE'’s case management, audit, and
policy work through the period of January 1 to June 30, 2025 and focuses on
the work plan metrics as outlined in the Board-approved 2025 OCHE Work
Plan.

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.
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Item 9B — Office of the Commissioner of Housing (“OCHE”) Bi-Annual
Update — January 1 to June 30, 2025

Public Board of Directors Meeting — October 17, 2025

Report #: TCHC:2025-69

Attachment 1

INTRODUCTION:

This report outlines the OCHE’s work completed from January 1 to June 30,
2025. In this period, the OCHE continued to support tenants to avoid
evictions and reduce arrears, and the results of the case management work
and audit findings are included in this report, as well as early comparisons
between the 2021 and 2025 Arrears Collection Process (“ACP”).

Beginning in March 2025, a small percentage of files began being referred
to the OCHE, with arrears starting in January 2025 falling under the new
2025 ACP. As the sample size was limited, the OCHE will continue to
monitor trends as more files with 2025 arrears are referred. Preliminary
results confirm that the common problems found in the execution of the
2021 ACP are on track to be addressed with the 2025 ACP.

In addition to supporting tenants to remain housed, the OCHE is committed
to supporting TCHC to lower the total arrears owing to the organization. The
OCHE has supported TCHC to manage arrears with the assistance of
community partnerships. Section 6.0 provides an update on the arrears
managed through theses partnerships. In addition, the partnership the
OCHE had with Woodgreen to access its Tax Link program has been
expanded to TCHC and Toronto Seniors Housing Corporation (“TSHC”)
staff. This initiative is projected to stabilize over 1,000 tenancies in Year 1
and reverse over $5 million in arrears charges annually. Once the program
is fully implemented and TCHC has addressed tenants that have already
lost eligibility, they will begin to enter a more proactive phase and avoid false
arrears accumulation in many cases.

Lastly, the Appendices of the report provide an update on the
implementation of the systemic recommendations made in 2023 and 2024,
which are still underway. In addition, new recommendations have been
made aimed at further improving the consistency of service for tenants,
while increasing efficiency for staff.
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1.0 REFERRALS TO THE OCHE
The OCHE received 611 referrals from TCHC between January 1 and June

30, 2025. Of those referrals:

e 127 were sent back (details provided in section 2.0 of this report)

e 119 were breach files'

e 365 regular files and 70 breach files were assigned to an Early
Resolution Officer (“ERQO”) to stabilize the tenancies, and to be audited
for compliance with the TCHC Eviction Prevention Policy (“‘EPP”) and
the ACP.

1.1 ARREARS AT TIME OF OCHE REFERRAL
365 cases were assigned to an ERO from January 1 to June 30, 2025, which

represented a total of $2,917,050.93 in arrears owing.

In 2024, TCHC focused their arrears collection efforts on files with arrears
over $10K and TCHC prioritized these referrals to the OCHE. In 2025, the
files received by the OCHE were expected to have lower arrears balances
and more files would be referred with newer arrears; however, the OCHE
continues to receive cases with arrears over $10K.

Of note in 2025, TCHC began a new cleanup of files with a Loss of Eligibility
(“LOE”) due to non-return of the Annual Household Income and Assets
Review (“AR”) form. When Tenants lose their rent-geared-to-income (“RGI”)
subsidy, the rent begins being charged at the market rate, inflating the
arrears balance, as evidenced by the total arrears reported in the chart
below.

For the 26 files with arrears over $20K, four of them included LOEs and
seven of them were Stage 22 referrals, representing $392,307.04 in arrears.
For the 72 files with arrears between $10K and $19.9K, 17 of them included
LOEs and seven of them were Stage 2 referrals, representing $661,770.06
in arrears. Together, these files represented $1,0524,077.10 in arrears
owing to TCHC, illustrating the importance of addressing LOEs early to avoid

" 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 was breached.

2 Stage 2 referrals are files where TCHC has already obtained an Order to Evict for arrears of rent, but due
to new circumstances, TCHC has requested the OCHE attempt to prevent eviction prior to the Sheriff being
called.
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the accumulation of arrears. owing to TCHC, illustrating the importance of
addressing LOEs early to avoid the accumulation of arrears.

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

Arrears owing at
time of referral

Total of arrears

2024 Q1/Q2 | 2024 Q3/Q4 | 2025 Q1/Q2
$20K and over: $748,566.29 | $468,415.32 | $698,096.74
# of Households: 28 16 26
$10K — $19.9K: $1,522,377.37 | $929,241.02 | $1,007,791.16
# of Households: 111 70 72
$5K — $9.9K: $649,002.16 | $690,572.56 | $835,046.83
# of Households: 89 95 112
$2K - $4.9K: $314,431.56 | $386,774.73 | $286,854.60
# of Households: 92 113 82
$186.00 — $1.9K: $66,920.16 $89,386.42 $89,264.60
# of Households: 55 80 73
TOTAL VALUE: $3,301,297.54 | $2,564,390.05 | $2,917,053.93
TOTAL HOUSEHOLDS: 375 374 365

Finding 1: The arrears total at time of referral remains high due to the clean-
up projects undertaken by TCHC. Addressing larger arrears balances is
more difficult as external funding sources cannot assist tenants to reach a
zero arrears balance and longer repayment agreements are more likely to
breach. Addressing these older files is crucial for TCHC to reduce the overall
arrears owing.

Recommendation 1: TCHC to provide the OCHE with projections on the
number of files that remain outstanding as part of the ongoing large balance
cleanup ($10K plus) and new LOE cleanup. This way the OCHE and TCHC
can properly project workload and ensure proper staffing levels are in place
to complete the large balance clean-up and prioritize cases where the
arrears began on or after January 1, 2025 and fall under the new ACP. In
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addition, TCHC to leverage the new Power Bl system and institute a monthly
oversight process to support managers/supervisors to ensure that arrears
cases are being managed and moved through the ACP monthly.

2.0 ARREARS COLLECTION PROCESS (“ACP”’) COMPLIANCE:

The OCHE audits compliance with the ACP to assist TCHC to ensure all
tenants are being given the same opportunities to successfully stabilize their
tenancies, and to assist TCHC to recoup arrears of rent in a way that does
not result in evictions. The OCHE reports on the audit findings discovered
through the review of a file (detailed below), but also tracks the number of
files that were returned to TCHC before being assigned to an ERO due to
non-compliance with the ACP or the N4 Checklist. This section of the report
describes the related findings.

2.1 REFERRALS SENT BACK TO TCHC

As the chart below demonstrates, the OCHE returned 127 files to TCHC in
this period. Of the 127 files, 23% (29/127) were sent back for non-compliance
with the ACP and 24% (31/127) were sent back due to a change in the
tenant’s circumstances following the referral to the OCHE. Only 21% (6/29)
of the cases that were sent back for non-compliance with the ACP were re-
referred to the OCHE for intervention in the same period.

2023 2024 2024 2025
SentBackReferrals 0304y (Q1/02) (Q3/Q4) (Q1/Q2)

Reasons for being sent 90 113 36 127
back

Non-Compliance with 47% 58% 35% 23%

ACP (42) | (66) (30) (29)

N4 Checklist Incomplete 53%

) ) ) (67)

All other reasons® 53% 42% 65% 24%

(48) (47) (56) (31)
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3 Administrative Error 7% (9/127); Arrears Paid 7% (9/127); Currently engaged with front line staff 6%
(8/127); Abandoned Unit 2% (2/127); Passed Away 2% (2/127); Provided Move out Notice 1% (1/127).
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2023 2024 2024 2025

Sent Back Referrals (Q3/Q4) (Q1/Q2) (Q3/Q4) (Q1/Q2)

Reasons for being sent 90 113 86 127
back

Files re-referred to the 52% 26% 20% 21%
OCHE (22/42) | (17/66) (6/30) (6/29)

Of note, in the above chart there is a new category titled “N4 Checklist
Incomplete”, which captures files where the referral was incomplete due to
missing documents or errors with the N4 identified in the OCHE initial
screening.

To maximize the efficiency of resources at TCHC and at the OCHE, the
OCHE began returning files for N4 Checklist Incomplete upon initial
screening. Prior to this, a manual process of requesting documents and
delaying assigning files to the ERO increased the risk of arrears growing
while the file was in limbo. The N4 Checklist is meant to be reviewed and
approved by a supervisor/manager prior to referring the case to the OCHE
and by returning files at the outset, TCHC is held responsible for ensuring
complete referrals.

The percentage of cases sent back for non-compliance with the ACP
continues to decrease when comparing the last three reporting periods,
demonstrating that this process is empowering TCHC to address arrears
with tenants without the need for the OCHE to intervene in more instances.

2.2 AUDIT FINDINGS

In this period, the OCHE issued a total of 321 reports where 316 files
were audited under the 2021 ACP and 5* files were audited under the
2025 ACP. The top three audit findings are described in the charts below.

It should be noted that in 13% (39/303°) of cases, the 2021 ACP was
followed perfectly, which was consistent with the results from our last

4 25 files were referred through the 2025 ACP in this period; however, only 5 were closed and audited in
this period.

513 files were Stage 2 cases and were not audited as these files were previously reviewed and audited in
a previous reporting period (files already at LTB)

COR-1020

| JUsWIYoelyY - 69-G¢0¢-OHO1 - 96 Wsj|



Page 6 of 20

reporting period. 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 participated in all training sessions (seven total). The 2025
ACP was fully implemented on January 1, 2025.

The OCHE audit findings for the 2021 and 2025 ACP are described in
the chart below:

Comparison of the top recommendations made to TCHC under the
2021 ACP versus the 2025 ACP

Recommendations 2021 ACP 2025 ACP
made to TCHC under
the 2021 ACP (316) (5)
The Notice to Terminate 70% 0%
the Tenancy (N4) was (220)
not served in Avg: O _ y
accordance with ACP vg: 9" month On time (2" month)
timelines Avg arrears: Avg arrears:
$2,654.46 $1,629.40
Direct contact was not 60% 0%
made with the Tenant in (189)
the first month of arrears
Avg: 6" month Avg: 2" month
Multiple N4s served to 15% 0%
the Tenant® (47)
Avg total: 2.3 Avg total: 1

The 2025 ACP findings differed from the 2021 ACP findings, confirming that
the common problems found in the execution of the 2021 ACP are on track
to be addressed with the 2025 ACP. The cases audited under the 2021 ACP
still represent older arrears files where the average start date for the arrears
was in 2023. In the last reporting period, the average arrears start date was
in 2022. This demonstrates that TCHC is working toward closing older cases.

6 The 2021 and 2025 ACP requires that only one valid N4 should be served.
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Of interest, in the five cases audited under the 2025 ACP, the findings
were related to newer parts of the process, such as the mandatory use
of CSCs and the need to document properly within HOMES. It is
noteworthy that all referrals to the OCHE occurred within the prescribed
2025 ACP timelines, with the average month of referral to the OCHE
being the third month of arrears. All findings have been discussed at the
Monthly ACP Dashboard meetings with the Regional teams, enabling
early intervention to address and correct the identified errors.

The new OCHE audit findings for the 2025 ACP are described in the chart
below:

Commissioner’s Recommendation related to Non- 2025

Compliance with the ACP 2025 (Q1/Q5)

Number of recommendations reports 5

All Mandatory contact attempts not made prior to serving N4 | 40% (2)

Community Service Coordinator referral not made at time of | 80% (4)
N4 serving/Delayed in accordance with Arrears Collection
Process timelines

Documentation Standards — Legal Card not updated in 60% (3)
accordance with the Arrears Collection Process/Records not
updated according to ACP timelines

Stage 1 Ticket forwarded to ARC beyond ACP timelines 40% (2)

Finding 2: The process of screening referrals for both missing
documents as well as compliance with the 2021/2025 ACP has
demonstrated that further training is required. The referral process
requires regional supervisors and managers to ensure that the N4 Stage
1 Checklist is complete, that all documents are included in the referral,
that the N4 is accurate, and that all steps of the ACP have been followed.

Recommendation 2: TCHC to provide refresher training to supervisors and
managers on the requirements of the ACP and the documentation needed
when approving a referral to the OCHE. This training should also focus on
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the need for staff to document their work accurately and consistently, and to
engage with tenants with a focus on resolving arrears without needing the
OCHE to intervene. In addition, TCHC to leverage the monthly dashboard
sessions provided by the OCHE and institute a formal oversight process to
support managers/supervisors to ensure issues are addressed as they occur
and compliance with the ACP is improved.

3.0 OCHE EVICTION PREVENTION AND ARREARS MANAGED

In this period, the EROs successfully engaged with 98% (316/321) of tenants
and resolved the need for TCHC to file an L1 Application with the Landlord
Tenant Board (“LTB”) in 89% (282/316) of these cases.

The OCHE issued 321 Reports and Recommendations, which accounted for
$2,667,607.69 in arrears. The management of these arrears is described
below:

(a)Total arrears directly paid to TCHC totaled $814,152.39 (243 cases, 76%
of total) as follows:

e Direct payments totaled $811,580.56 from the following sources:
o $34,437.56 (24 cases) directly from tenants/tenants’ families
o $86,329.12 (49 cases) from the Housing Stabilization Fund
o $10,972.00 (seven cases) in payments directly from Toronto
Employment and Social Services/Ontario Disability Support
Program
o $677,841.88 (158 cases) in payments directly from the Toronto
Rent Bank
o $2,000.00 (one case) Workplace Emergency Fund
e $2,571.83 (four cases) in TCHC credits

(b)Arrears reversed by resolving Losses of Subsidy and completing Rent
Reviews totaled $561,134.67 (79 cases, 25% of total)
e Resolving Losses of Subsidy: $423,274.67 (39 cases)
e Completing Annual or ‘In Year Reviews: $137,860.00 (40 cases)

(c) Arrears managed through Local Repayment Agreements (‘LRA”)
e $998,475.39 (168 cases, 52% 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.
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(d) Arrears approved to be forwarded to the Landlord and Tenant Board

o $293,845.24 (39 cases,12% of total) in arrears were not resolved by
the OCHE and it was instead recommended that TCHC file an L1
Application at the Landlord Tenant Board, where the Tenant would
have an opportunity to enter into a Mediated Agreement.

4.0 ARREARS MANAGED THROUGH LOCAL REPAYMENT
AGREEMENTS

In this period, the OCHE brokered a total of 168 LRAs representing
$998,475.39 in arrears. In considering tenants’ income and expenses when
brokering LRAs, the average monthly arrears repayment was $145.00. The
partnership with the Toronto Rent Bank (“TRB”) (see section 6.0) has had a
positive impact 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 significantly due to the lump sum payments made by the TRB. Of
the 158 regular referrals where funds were received from the TRB, 53%
(85/158) of these cases required an LRA to address the balance still owing.

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

Total of Number Average Average
Arrears owing of Cases repayment length of LRA
arrears
amount (months)
$20K and over | $131,721.44 S) $202.00 181
$10K — $19.9K | $336,903.17 25 $110.00 100
$5K — $9.9K | $311,128.52 43 $147.00 62
$2K — $4.9K | $165,457.13 46 $155.00 38
$186.00 — $1.9K | $53,265.13 49 $115.00 15
TOTAL: $998,475.39 168 $145.00 79

Of the 168 LRAs that the OCHE brokered during this period, 7% (12/168)
breached in the same period. Of those 12 that breached, the OCHE
determined that in eight of those cases, the breach was due to a new
circumstance that was exceptional (see section 5.0).
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The OCHE worked on 72 cases representing $688,346.657 in arrears where
exceptional circumstances were found. The outcomes for the 72 breach files
showed the following positive results:

e Collected $164,489.50 in direct payments from TRB, HSF, Ontario
Works (“OW?”), tenant/tenants’ family, community agency, and TCHC

credits (49 cases)

o Collected $67,943.00

in arrears

by resolving

subsidy/completing rent reviews (11 cases)
e Managed $377,561.71 in arrears by brokering LRAs which will be paid
back to TCHC over time (49 cases)

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

losses

of

| JUsWIYoelyY - 69-G¢0¢-OHO1 - 96 Wsj|

Breach Files July1to | January1 July1to January1
December| to June December to June
31, 2023 30, 2024 31, 2024 30, 2025
Total Breach Referrals 74 110 115 119
Sent back cases? 21 22 10 21

Breach cases reviewed:

Exceptional Circumstance - 20 37 46 72
Report issued to TCHC

No Exceptional Circumstances 51 38 26 21
Unable to reach the tenant to 9 12 16 7
determine exceptional

circumstances

Average month the Tenant 4 6 5 7
breached the LRA Months Months Months Months
Average month of referral to 8 7 5 7
OCHE after breach® Months Months Months Months

7In 4 cases representing $78,352.44 in arrears, it was recommended that TCHC file the L1 Application at

the LTB.

8 Sent back because ACP was not followed, LRA was in good standing, tenant passed away, arrears paid

and sent to the OCHE in error.

9 As per the 2021 ACP a file is to be re-referred to the OCHE in the second month after a breach occurs.
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6.0 COMMUNITY PARTNERSHIP UPDATES

WoodGreen Community Services — Tax Link Service

Beginning in June 2024, the OCHE assisted tenants to file their taxes or to
access Notices of Assessment (“NOA”) in 113 cases by using WoodGreen’s
Tax Link Service. This easy access to tax filing and NOA retrieval assists
with the completion of the AR and prevents or reverses losses of subsidy.
The NOA is also used by the OCHE to access funding from the TRB.

The chart below describes the success realized through the partnership with
WoodGreen'’s Tax Link Program:

Total # of
households Households

$ value of arrears
recouped after

referred avoided processing ARs

to Tax Link eviction
91%

$1,631,227.62
2024 136 (124/136)
January to 113 96% (109/113) $462,529.67
June 2025
4% $2,093,757.29
2 (233/249) AR

In 2025, the OCHE, in collaboration with WoodGreen, TCHC, and TSHC,
drafted a grant proposal to secure funding to expand access to WoodGreen'’s
Tax Link Services to TCHC and TSHC staff. The City of Toronto’s Housing
Secretariat approved funding for a one-year pilot program to support the
WoodGreen Tax Link expansion to TCHC and TSHC. This expansion also
includes extending Tax Link services to three Anchor Agencies under the
Anchor Agency Services and Support pilot with COTA Health, Homes First
Society, and Scarborough Centre for Healthy Communities, with at least one
housing worker from each agency receiving training to support remote tax
clinic services for TCHC tenants in specific buildings.

As of August 13, 2025, TCHC’s CSCs and TSHC’s Senior Services
Coordinators (“SSC”) were trained and given access to this important
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resource. The OCHE participated in the training roll-out for these staff
members.

It is projected that by expanding access to this program to TCHC and TSHC,
the following benefits will be realized:

e Enable 45 TCHC CSCs (Access & Support and Centralized) and 38
TSHC SCCs to access NOAs and file taxes using Tax Link.

e Serve at least 1,000 tenants in Year 1, with potential to scale to 1,200
in subsequent years.

e Leverage additional tax preparer volunteers to support the model.

This initiative is projected to stabilize over 1,000 tenancies in Year 1 and
reverse over $5 million in arrears charged annually. This is a critical
investment to fulfii TCHC’s commitment to providing safe, secure and
affordable housing to tenants through meaningful community partnerships.
It should be noted that proactively assisting tenants in this way will decrease
the need to process losses of subsidy due to non-return of the AR, creating
time efficiencies for TSCs and reducing the need to refer files to the OCHE
for this reason.

Resolving arrears includes reversing losses of subsidy and more importantly,
preventing future losses of subsidy. It has become evident that the timely
filing of income tax returns is crucial. With the expansion of the WoodGreen
pilot program to CSCs, it is expected that false arrears owed to TCHC will
decrease due to the faster processing of ARs. This pilot comes at a beneficial
time, as stated in section 1.1, as TCHC is focused on addressing LOEs and
pending LOEs.

Toronto Rent Bank (“TRB”)

The OCHE continues to be the administrator of the RGIl Rent Bank Pilot and
the only organization who can refer RGI tenants to the TRB 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
altogether. 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 this period, the OCHE supported 189
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households who were referred for the first time or who breached their OCHE
brokered LRA, and accessed $810,975.38 in grants from the TRB.

In this period, 102 files required an LRA in addition to the TRB funding due
to the size of the arrears owing. The average length of the LRA was 60
months (five years). Without the lump sum payments from the TRB, the
average length of LRA would have been 118 months (10 years). The average
amount of arrears per file was $9,649.00 and in 87 cases, the entire balance
was paid with TRB funding.

Total files Number
Total $ of  Number of of files  Average
referred $ of arrears :

t arrears Households . s which length of
o Rent d id in full paid in full ired LRA
Bank recovere paid in fu require

LRA
189 $810,975.38 87 $301,834.38 102 60 months
CONCLUSION:

In this period, the OCHE managed the arrears for 321 regular cases and 72
breach cases, representing $3,355,954.34 in arrears. Through its work, the
OCHE managed $1,607,719.56 in arrears via direct payments and reversing
losses of subsidy/completing ARs, and an additional $1,376,037.10 by
brokering LRAs. The OCHE’s success is driven by community partnerships
and systemic improvements aimed at reducing arrears and preventing
evictions.

The OCHE is an office of 12 people, with eight EROs working on these files
to audit processes and to achieve positive outcomes for tenants. The EROs’
success rests on their flexibility to meet tenants in the community and
leveraging the relationships with community partners, community service
organizations offering case management, the Ontario Public Guardian and
Trustee, Voluntary Trusteeship Programs, and our newer pilots with
WoodGreen and the Toronto Rent Bank, and in the near future ODSP and
Service Canada.

The OCHE attempts to build TCHC front-line capacity and improve outcomes
for tenants by making systemic recommendations that are aimed at
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achieving successful outcomes for tenants while at the same time,
decreasing the need for an OCHE intervention in more cases. The OCHE is
committed to supporting TCHC to serve tenants early and effectively to
decrease the rate at which arrears grow across the organization.
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APPENDIX 1: 2025 RECOMMENDATION SUMMARY

OCHE RECOMMENTATION TCHC RESPONSE EXPECTED
COMPLETION

DATE
Recommendation 1: Management accepts the Q1 2026
recommendation. The analysis required
for the large-balance reporting is
currently possible and can be structured
to provide monthly updates to OCHE.
Program Services will work with the
regional Tenancy Management teams to
implement a monthly review process for
arrears cases and ACP compliance

TCHC to provide the OCHE with projections on the number of files that remain
outstanding as part of the ongoing large balance cleanup ($10K plus) and new
LOE cleanup. This way the OCHE and TCHC can properly project workload, and
ensure proper staffing levels are in place, to complete the large balance clean-up
and prioritize cases where the arrears began on or after January 1, 2025, and fall
under the new ACP. In addition, TCHC to leverage the new Power Bl system
and institute a monthly oversight process to support managers/supervisors to
ensure that arrears cases are being managed and moved through the ACP
monthly.

Recommendation 2: Management accepts the Q2 2026
recommendation. Refresher training will
be planned in close collaboration with the
regional Tenancy Management teams to
ensure that any training provided to
Managers, Supervisors and staff is
aligned with their needs and supports
their work to collect arrears, and takes
into account the overall workload they are
managing across all Tenancy
Management functions.

TCHC to provide refresher training to supervisors and managers on the
requirements of the ACP and the documentation needed when approving a
referral to the OCHE. This training should also focus on the need for staff to
document their work accurately and consistently, and to engage with tenants with
a focus on resolving the arrears without needing the OCHE to intervene. In
addition, TCHC to leverage the monthly dashboard sessions provided by the
OCHE and institute a formal oversight process to support managers/supervisors
to ensure issues are addressed as they occur and compliance with the ACP is
improved.
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APPENDIX 2: PROGRESS UPDATE ON RECOMMENDATIONS MADE IN THE OCHE BI-ANNUAL REPORT JAN. 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.

TCHC PROGRESS UPDATE
(October 3, 2025)
The Planning and analysis
work for this project is
complete and proposals for
action are before the
executive team to determine
next steps.

Recommendations 3:
ACP Recommendations

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

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

Work is underway with Finance to
create Standard Operating
Procedures (SOPs) on posting of
payments and timelines (re items b
and c).

Work with Finance on SOPs
for payment posting is
ongoing. Work with HOMES to
ensure timeline creation of
N4s is being incorporated into
the HOMES Sustainment
Project.

COR-1020
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c. Ensure finance processes rent
payments early so that they
are all posted before N4s are
issued to tenants.

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.

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.

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.

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.

Final testing of the solution
requires changes to the Yardi
system that are not achievable
in the current state. We are
currently working with ITS to
review the potential of an
alternative Yardi product.

COR-1020
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APPENDIX 3: 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 PROGRESS UPDATE (September 27, PROGRESS UPDATE TCHC PROGRESS UPDATE
2024) (April 15, 2025) (October 3, 2025)
Recommendation 1: Discussions with Woodgreen are No update at this time — work is A pilot project with ODSP is
It is recommended that TCHC underway and work is ongoing with the |ongoing. underway in the Central
consider providing financial literacy Programs and Partnership team to Region. The project includes
workshops for Tenants in arrears facilitate this partnership to deliver financial literacy support for
and who have signed LRASs to financial literacy workshops to a tenants. If this pilot is
better support their long-term broader ranges of tenants in arrears. successful and ODSP
SGEEEs, continues to have capacity,
management will look to
expand to more sites across
the portfolio.
TCHC and OCHE have
partnered with Woodgreen for
Tax link Services and will
complete workshops in Q1
2026 that will include a
financial literacy component.
Recommendation 2: See response 5C (above, in OCHE Q1- | See response 5C (above, in OCHE | See response 5C (above, in
In the OCHE Bi-Annual Report 2 2023 Bi-annual report). Q1-2 2023 Bi-annual report). OCHE Q1-2 2023 Bi-annual
January 1 to June 30, 2023, the report).
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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.

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.

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

Draft Procedure for repayment
agreement is under review,
with implementation for Q4
2025 and will include text
messaging for all breached
repayment agreements.

COR-1020
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Recommendation will be complete
upon implementation of revised ACP
including text messaging for early
arrears cases portfolio wide in Jan
2025.

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.

See response 3
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