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Office of the Commissioner of Housing Equity’s (“OCHE”) 
2025 Work Plan Performance Appraisal 
Item 8A 
February 17, 2026 
Board of Directors 

Report: TCHC:2026-05 

To: Board of Directors (the “Board”) 

From: Tenant Services Committee (“TSC”) 

Date: February 10, 2026 

PURPOSE: 
The purpose of this report is to seek the Board of Directors’ (the “Board”) 
approval of the Office of the Commissioner of Housing Equity’s (“OCHE”) 
2025 Work Plan Performance Appraisal. 

RECOMMENDATION: 
It is recommended that the Board of Directors: 

1. approve Goals 1 to 3, as described in the OCHE’s 2025 Work Plan
Performance Appraisal as set out in Attachment 1 to this report (the
“OCHE 2025 Work Plan Performance Appraisal”); and

2. receive for its information Goal 4, as described in the OCHE 2026 Work
Plan Performance Appraisal, related to the OCHE’s role in serving the
Toronto Seniors Housing Corporation (“TSHC”).

TSC: 
This report will be considered by the Tenant Services Committee on 
February 12, 2026.

FINANCIAL IMPACT STATEMENT: 
There are no financial impacts to TCHC in the current year resulting from the 
recommendations in this report. 
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The Chief Financial Officer and Treasurer has reviewed this report and 
agrees with the financial implications as presented in the Financial Impact 
Statement section. 
 
REASON FOR RECOMMENDATION: 
The review and approval of the OCHE’s 2025 Work Plan Performance 
Appraisal is central to the TSC’s and the Board’s oversight of the OCHE.   
 
The OCHE’s 2025 Work Plan Performance Appraisal consists of four 
proposed goals, three of which apply to the Board’s oversight of the OCHE’s 
work related to TCHC tenancies. The fourth goal relates to the OCHE’s work 
with the TSHC. The OCHE will work with the TSHC to seek approval of the 
results related to Goal 4 and will coordinate reporting requirements with the 
TSHC Board of Directors.  
 
Toronto Seniors Housing Corporation (“TSHC”) 
At its meeting of May 5 and 6, 2021, City Council requested that the Boards 
of Directors of both TCHC and TSHC enter into a shared service agreement, 
in consultation with the OCHE, with respect to reporting procedures, 
resources, and funding requirements for a transitional period of two years to 
enable the OCHE to continue to provide services to tenants of the TSHC, 
notwithstanding the establishment of TSHC as a separate corporation (City 
Report 2021.EX23.4).  
 
The agreement, requested by the City of Toronto, was executed by the 
parties, effective from June 1, 2022. Effective May 30, 2024, the term of the 
Agreement was extended to June 1, 2026.  
 
The OCHE is an independent office that operates at arms-length from TCHC 
management and TCHC does not play a role in the management of the 
relationship between the Commissioner, the OCHE and TSHC. This Report 
provides the Committee and the Board with insight into the performance 
appraisal of the goal that was established in the 2025 Work Plan, by the 
OCHE and the TSHC Board of Directors, in relation to the services that the 
OCHE provides to TSHC. TCHC’s Board is not requested to either approve 
or monitor the performance of the OCHE, in relation to that goal. The 
appraisal of that goal is the responsibility of the TSHC Board. 
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IMPLICATIONS AND RISKS: 
The OCHE provides the Board with oversight of TCHC’s operations in the 
area of evictions for arrears. The OCHE reports bi-annually on its activities.  
 
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. Office of the Commissioner of Housing Equity – 2025 Work Plan 
Performance Appraisal  

 
STAFF CONTACT: 
Melanie Martin, Interim Commissioner of Housing Equity 
437-997-3687 
Melanie.Martin@oche.ca 
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GLOSSARY OF TERMS USED IN THE REPORT: 
Acronym Definition 
ACP Arrears Collection Process:  

The process by which TCHC attempts to resolve arrears with Tenants.   
AIM Arrears Incentive Matching:  

A proposed Pilot, which if approved would apply arrears forgiveness 
to eligible Tenants and incentivize compliance with repayment 
agreements, while aligning the principles of bad debt write-off. 

Breach 
Referral 

A referral made by TCHC to the OCHE, when an OCHE brokered 
Local Repayment Agreement has been breached. 

CSC Community Services Coordinator: 
TCHC front-line staff that connect Tenants to supports and services 
that help maintain stable housing, address issues that may affect their 
well-being or their ability to meet tenancy requirements. 

 ERO Early Resolution Officer:  
The front-line OCHE staff responsible for case management and 
auditing of arrears files. 

HoMES/ 
CRM 

The name of TCHCs data management system where all tenancy 
related data is stored as of June 28, 2021. 

L1 
Application 

Application to Evict a Tenant for Non-Payment of Rent and to 
Collect Rent the Tenant Owes: 
The Landlord Tenant Board application that is used by landlords 
(TCHC) if a tenant owes rent and the landlord wants to:   

• End the tenancy and evict the tenant and collect the money the 
tenant owes the landlord up to the move out date. 

LOE Loss of Eligibility: 
This occurs when a household receiving a Rent Geared to Income 
(RGI) subsidy ceases to qualify for RGI.  When this occurs, TCHC 
must issue a Notice of Decision for loss of eligibility for RGI 
assistance. 

LRA Local Repayment Agreement:  
This is an agreement between TCHC and the tenant that is used as a 
tool to manage arrears and offers tenants a way to repay their debt to 
TCHC on a set payment schedule, as agreed to by both parties. 

 LTB 
 
 
 
 

The Landlord and Tenant Board (LTB): 
Established under the Residential Tenancies Act (RTA) 2006 to: 

• Resolve disputes between landlords and tenants, and eviction 
applications from non-profit housing co-operatives, through 
mediation or adjudication 
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• Provide information to landlords and tenants about their rights 
and responsibilities under the RTA 

 N4 Notice to End your Tenancy for non-payment of rent: 
The LTB form that is required to be used by landlords (TCHC) when 
a Tenant has not paid the rent on the date it is due. This is the first 
step in the eviction process. 

NOA Notice of Assessment: 
A summary of the calculated amounts of an individual’s income tax 
and benefit return. The Canada Revenue Agency sends this 
document to individuals after receiving a tax return. 

ODSP Ontario Disability Support Program:  
A program administered by the Province of Ontario that provides 
income benefits to people in financial and medical need who meet the 
eligibility criteria. Financial assistance may include money for food, 
shelter, clothing and other household costs, the cost of prescription 
medications, and other help with health costs. 

Power BI A data-analysis tool that transforms information from multiple sources 
into interactive charts, reports, and dashboards. It helps TCHC quickly 
understand trends, performance, and insights to support better 
decision-making. 

Stage 1 
Referral 

A referral made to the OCHE after TCHC has followed all steps of the 
ACP and wants to proceed with an L1 Application at the LTB.  

 TESS Toronto Employment & Social Services: 
City of Toronto program that provides basic income to people in 
financial need who meet the eligibility criteria. Financial assistance 
may include money for food, shelter, clothing and other household 
costs, the cost of prescription medications, and other help with health 
costs.  

TRB  Toronto Rent Bank:  
A grant that provides financial support to Toronto residents who are 
behind on their rent or need help with a rental deposit.  

 TSC Tenant Services Coordinator:  
TCHC frontline staff that provide direct service to Tenants by working 
closely with a wide range of stakeholders to deliver tenancy 
management services across the social housing portfolio. This 
includes the collection of rent and issuing legal notices for non-
payment of rent. 
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EXECUTIVE SUMMARY 
In 2025, the Office of the Commissioner of Housing Equity’s (“OCHE”) Work Plan 
consisted of four overarching goals.  

1. Ensure successful tenancies and eviction prevention. 
2. Audit TCHC’s Compliance with the Arrears Collection Process (“ACP”) and 

the implementation of the OCHE Systemic Recommendations. 
3. Reporting the OCHE’s work to the TCHC Board of Directors. 
4. Service to the Toronto Seniors Housing Corporation (“TSHC”). 

 
The Board approved 2025 Work Plan has been included in the Appendix of this 
Report for reference. This Report contains a detailed description of the outcomes 
achieved in 2025, the next steps for 2026, and the financial impact of the OCHE 
work for TCHC.  
 
Overall, 2025 demonstrated that where outcomes were within OCHE’s direct 
control, targets were met or exceeded. The OCHE has achieved the targets 
identified in the 2025 Work Plan with few exceptions which have been described in 
this Report. Where outcomes depended on external factors, results were delayed 
but have directly informed the 2026 priorities.  
 
The overarching objective of the OCHE is to support Tenants to remain housed 
while ensuring TCHC is able to collect rent payments and avoid growing arrears. 
The OCHE was created as the “Office of Last Resort”, and as such, outside of the 
work to stabilize tenancies, effort continues to be made in collaboration with TCHC, 
to build front-line staff capacity so as to eliminate the need for OCHE on a greater 
number of files and empower staff to resolve arrears.  

2025 OCHE YEAR IN REVIEW  
• 88% (562/639) of files referred to the OCHE avoided the need for an eviction 

application (“L1 Application”) to be filed at the Landlord Tenant Board (“LTB”). 
• 397 referrals were made to external agencies to support successful 

tenancies. 
• 750 cases were closed. 
• 423 Local Repayment Agreements (“LRA”)s brokered between Tenants and 

TCHC. 
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• 346 Toronto Rent Bank applications were approved, recovering 
$1,505,443.63 in direct payments for TCHC and stabilizing these tenancies. 

• 81% (108/133) of cases with a Loss of Eligibility (“LOE”) were reinstated. 

ARREARS MANAGED BY THE OCHE IN 2025  
In 2025, the OCHE issued 639 reports to TCHC, which accounted for 
$5,536,577.26 in arrears of rent. In addition, the OCHE issued 111 breach reports 
to TCHC which accounted for $1,068,235.95 in arrears. The combined arrears total 
was $6,604,813.21. This was addressed as follows:  
 

1. Total arrears directly paid to TCHC: $1,865,649.39 
• Stage 1 referral cases $1,611,607.78 (427 cases) 
• Breach referral cases $254,041.61 (61 cases) 

 
2. Arrears resolved by reversing LOE’s and completing Annual Household 

Income and Asset Reviews or In Year Reviews: $1,276,763.45   
• Stage 1 referral cases $1,190,806.45 (151 cases) 
• Breach referral cases $85,957.00 (15 cases) 

 
3. Arrears managed through Local Repayment Agreements and will be paid 

back to TCHC over time: $2,735,934.28 
• Stage 1 referral cases $2,093,329.47 (344 cases) 
• Breach referral cases $642,604.81 (79 cases) 

 
4. Arrears not resolved by the OCHE and instead an L1 Application was 

recommended so that TCHC and the Tenant could reach a Mediated 
Agreement at the Landlord and Tenant Board amounted to $726,466.09 
•  Stage 1 referral cases $640,833.56 (77 cases) 
•  Breach referral cases $85,632.53 (6 cases) 

GOAL 1: ENSURING SUCCESSFUL TENANCIES AND EVICTION 
PREVENTION 
Goal 1.1a: Referral Quality and Arrears Collection Process (“ACP”) 
Compliance - Ensure successful tenancies and address underlying issues 
leading to arrears of rent for all Tenants who remain in arrears after TCHC has 
completed all steps of the ACP.  
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The target was to increase TCHC front line staff capacity to resolve cases without 
the need for the OCHE using three metrics to determine success:  

• Reducing the percentage of Sent Back Files1 from 20% to 15%.  
• Reducing the number of cases sent back to TCHC for non-compliance with 

the ACP by 10%.  
• Supporting TCHC to maintain their success rate of 75% of files that were 

returned to TCHC are being resolved without the need for a re-referral to the 
OCHE. 

Result: Achieved  
• In 2025, the OCHE received 1018 referrals from TCHC and sent back 159, 

reducing the percentage of Sent Back Files from 20% to 15%.2  
• 77 files (22%) were sent back for non-compliance with the ACP. This 

represents a significant decrease, from 53% in 2024 to 22% in 
2025, representing a 31% improvement.  

• Of the 77 files returned for ACP non-compliance, 81% were resolved by 
TCHC without requiring an OCHE intervention. This exceeded the target 
success rate of 75%.  

The significance of the Sent Back File Process is to support TCHC to follow the 
ACP more accurately and to complete more work on files without the need for an 
OCHE intervention. By requiring front-line staff to make deliberate attempts to 
resolve arrears in a tenant-centric manner before sending files to the OCHE, it 
assists the OCHE to be used in more instances as the “‘Office of Last Resort”.  
 
Goal 1.1b: Eviction Prevention Outcomes - Promote Tenant engagement in 
the resolution of arrears to ensure L1 Applications are avoided and arrears 
are managed. 
The 2025 target was to avoid the need for an L1 Application in 85% of cases 
referred by TCHC to the OCHE by rescinding LOEs, managing arrears, accessing 

 
1Reasons for files being sent back to TCHC include non-compliance with ACP, sent in error and 
tenant working with TCHC staff. 
2 An additional 163 files were sent back due to a mid-year change in OCHE procedure to improve 
the quality of the referrals. Any referral with missing documents and/or N4 errors were returned 
immediately despite this not being the plan when the 2025 Work Plan was originally approved.  
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external funding sources and engaging Tenants in the resolution of their unique 
barriers underlying the reason for their arrears. 
 
Result: Achieved  

• The OCHE avoided the need for an L1 Application in 88% of TCHC cases 
(562/639), exceeding the 85% target.  

• This success indicator shows that Tenants continue to engage effectively with 
the Early Resolution Officer (“ERO”) assigned to them.  This is the core 
measurement in the execution of the OCHE mandate, confirming the 
effectiveness of the OCHE’s intervention model, which prioritizes quick and 
intensive intervention, driven by the ability to be responsive to Tenants’ unique 
circumstances.  
 

Goal 1.2: Community Partnerships - Continue to work with community 
partners through our Pilot programs to support Tenants to address arrears 
and avoid or resolve losses of eligibility to ensure successful tenancies. 
1.2a) The Toronto Rent Bank Pilot: The target was to continue working with the 
Toronto Rent Bank (“TRB”) to stabilize greater numbers of tenancies by offering 
financial support through the TRB to 100% of eligible Tenants. With increasing the 
numbers of lump sum payments issued to TCHC, the overall arrears total is 
reduced, and the length of time it takes to collect arrears through LRAs is 
significantly shortened.  
 
Result: Achieved  

• 346 TRB applications were submitted in 2025, representing 46% (346/750) 
of all files closed and reports issued to TCHC3.  

• $1,505,443.63 was collected in direct payments to TCHC.  
• Of the 346 TRB applications submitted, 144 households fully resolved their 

arrears without needing an LRA.  
• The OCHE brokered 423 LRAs with an average arrears amount of $6,467.93 

and an average length of 56 months (five years) to repay the balance. In 
comparison, without the payments made by the TRB, the average length of the 
LRAs would have been 82 months (seven years).  

 
3 111 of the 750 reports account for breach referral reports issued, 48 of which accessed TRB 
funds.  
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The OCHE was fortunate to be chosen through consultation with TCHC, TSHC and 
the City of Toronto, as the home of the Toronto Rent Bank Pilot to support Tenants 
with arrears of rent who are in receipt of a Rent Geared to Income subsidy. Prior to 
the start of this Pilot, only those Tenants paying the market rent for their units were 
eligible for assistance through the TRB.  
 
It is important to note that the funding is temporary and renewed each year. For this 
reason, it is not possible to rely solely on the funding in the long-term; however, it 
is an opportunity to support Tenants to stabilize their tenancies and to support 
TCHC to reduce to the total arrears owing more quickly, while access to this 
resource remains.  
 
Looking ahead to 2026, the AIM (“Arrears Incentive Matching”) Pilot will be aided 
by TRB payments as they will decrease participants’ arrears balances and motivate 
them to consistently pay their monthly rent and arrears repayments, as achieving a 
zero balance becomes achievable.  
 
1.2b) The WoodGreen Tax Link Service Pilot: The target was to continue to 
support Tenants to submit Annual Household Income and Assets Reviews or ‘In-
Year’ Reviews to prevent or reinstate LOEs.  To accomplish this, the OCHE 
estimated it would utilize Woodgreen Tax Link Program in 80% of cases. 

Result: Achieved  
• The OCHE resolved LOEs in 81% (108/133) of cases referred, stabilizing 

these tenancies and eliminating ‘false arrears’. The need to access 
WoodGreen Tax Link occurred in 62% of these cases. This suggests Tenants 
were completing tax filings independently or receiving support to access 
WoodGreen Tax Link, by TCHC staff earlier in the process. 
 

As of 2021, when the City of Toronto began requiring tenants to file their taxes and 
submit their Notices of Assessment (“NOA”) to process Rent Geared to Income 
calculations, it became crucial to have a quick mechanism to assist Tenants with 
tax filing and retrieving their NOAs. This partnership enabled the OCHE to achieve 
this. In 2025, this access was expanded to TCHC and TSHC with the OCHE 
assisting in the training.  
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The OCHE participated in the training roll-out of the WoodGreen Taxlink Program 
to TCHC’s Community Service Coordinators (“CSCs”) and facilitated drop-in 
sessions for users as they began using the service.  
 
This expanded access is expected to decrease the number of files sent to the 
OCHE with arrears caused by LOE, as fewer tenants will lose their Rent Geared to 
Income subsidy in the first place, decreasing the false arrears and providing the 
Board with an accurate picture of the outstanding arrears owing.  
 
In 2026, TCHC will continue an LOE Cleanup and as part of this, CSCs are 
expected to use WoodGreen Tax Link to support tenants.  
 
In 2026, the OCHE plans to continue to expand community partnerships to support 
Tenants to achieve successful tenancies and to create efficiencies for staff.  For 
example, the OCHE is in the process of developing a partnership with Service 
Canada. This is expected to increase the speed at which Tenants can complete 
Annual Household Income and Asset Reviews and improve efficiencies for staff and 
Tenants who no longer need to wait on hold for Service Canada or the Canada 
Revenue Agency to obtain necessary information for Rent Geared to Income  
calculations.  
 
Goal 1.3: Tenant Engagement - Complete outreach to Tenants in conjunction 
with TCHC and other community partners to support the implementation of 
TCHC/OCHE processes, financial literacy and access to benefits. 
The target was to complete six Tenant Engagement Sessions (two in each region) 
to educate Tenants on the 2025 ACP, and on the community-based resources 
available to them while improving the relationship between Tenants and front-line 
staff so that issues can be resolved more seamlessly as they arise.4 
 
Result: Deferred  

• Six planned Tenant Engagement Sessions were deferred to 2026.  

 
4 This will also include inviting community partners such as WoodGreen, the Ontario Disability 
Support Program (“ODSP”) and Toronto Employment and Social Services (“TESS”) to participate 
in the sessions. 
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• A strategic decision was made mid-year to strengthen these sessions by co-
hosting them with the Ontario Disability Support Program (“ODSP”), focusing 
on pension applications and arrears prevention for aging Tenants, within the 
context of the 2025 ACP.  

• Due to delays in ODSP approvals, these sessions were not completed in 
2025 but are scheduled for Q2 2026. 

 
All TCHC Tenants who are in receipt of social assistance will eventually be required 
to apply for their pensions, and this represents a significant segment of the Tenant 
population. It was determined that the OCHE Tenant Engagement Sessions would 
be more useful and better attended if they were presented in conjunction with the 
ODSP. Unfortunately, despite the sessions being designed, scheduled and the 
physical locations established, an issue with permissions and approvals at ODSP 
caused a delay. This issue is expected to be resolved by Q1 of 2026.  This 
collaboration is expected to decrease the prevalence of retroactive rent charges for 
this Tenant group and to positively impact the total arrears owing to TCHC.  
  
This collaboration is also expected to decrease the need for OCHE referrals 
because the common issue of pensions being applied for late and retroactive rent 
charges being applied will be mitigated in more instances.   

GOAL 2: AUDIT COMPLIANCE WITH THE 2025 ARREARS COLLECTION 
PROCESS AND THE IMPLEMENTATION OF THE OCHE SYSTEMIC 
RECOMMENDATIONS 
Goal 2.1: Auditing, Training, and Collaboration - The OCHE will work 
collaboratively with TCHC to continue to improve and monitor the 2025 ACP 
and to support the training of TCHC staff with a focus on improving the client 
service experience, reducing evictions, and improving compliance with the 
ACP. 
The 2025 target was to continue providing monthly Dashboard Reports to TCHC 
by Region and to meet with the Regional Managers to review the Commissioner’s 
audit findings and recommendations to identify issues with ACP compliance and 
training gaps for quicker course correction.  
 

Item
 8A - TC

H
C

:2026-05 - Attachm
ent 1



Page 11 of 15 
 

COR - 1020                                                                                  
 

Additionally, with TCHC’s Program Services Division, the OCHE would offer 
monthly Case Conferences to all TCHC frontline staff, ensuring consistent 
application of TCHC policies and processes related to tenancy management. 
 
Result: Achieved  

• The OCHE delivered 12 Dashboard sessions and 12 Case Conferences, 
maintaining strong collaboration with TCHC and providing real-time feedback 
to the Regions, so that issues can be addressed as they arise.  
 

These sessions provide opportunities for collaboration between OCHE and TCHC 
and to strengthen the teamwork required to serve Tenants effectively. The 
achievement of this goal is positive, however, the OCHE is hopeful that with the 
planned training of supervisors and managers in Q1 2026, and the increased use 
of accountability measurements through Power BI, that these sessions will result in 
actual performance improvement and lead to fewer OCHE referrals.  
 
Goal 2.2 Monitor the implementation and success of the 2025 ACP. 
The 2025 target was to track the implementation of the 2025 ACP by conducting 
audits of 100% of the files assigned to EROs and to report on the audit findings for 
the files with arrears starting after January 1, 2025.  
Result: Achieved 

• In 2025 the OCHE received 129 referrals under the 2025 ACP, which was low, 
representing 19% of the total files received. Additionally, it must be noted that 
of those 129 referrals only 59 of them were completed and closed within 2025.  
This suggests a focus on older arrears files and points to the continued 
cleanup of files with over $10k in arrears owing or LOE files. 

• The OCHE’s provided TCHC with the audit results for these 59 cases. The 
effectiveness of the 2025 ACP cannot be fully assessed due to the low referral 
volume. 
 

The problem with reporting audit findings on files with arrears that began prior to 
January 1, 2025, is that they are no longer constructive. Tenant Service 
Coordinators (“TSC”) change portfolios, Tenants’ circumstances change, and the 
audit findings presented to TCHC are not necessarily applicable as staff have been 
trained and began applying the tenets of the 2025 ACP to their work.  
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The OCHE looks forward to advising TCHC and the Board on the success of the 
2025 ACP but cannot do this until a greater sample size is available.  
 
Goal 2.3 Measure the impact of the Systemic Recommendations which were 
implemented in 2023 and 2024 

Result: Deferred 
The Systemic Recommendations made in 2023 have largely been implemented. 
These included changes to the ACP and moving the OCHE into HoMES/CRM for 
overall efficiency.  
 
The OCHE has migrated its work into the HoMES/CRM system, which is essential 
given TCHC’s decision to move away from reliance on a shared network drive. This 
is also a more efficient way to track files and to work more effectively with TCHC 
and TSHC. The other recommendations are still pending implementation, and 
include the following: 

• TCHC to give OCHE projections on all outstanding large-balance and LOE 
cleanup files so both the OCHE and TCHC can anticipate workload, staffing 
needs, and TCHC can prioritize 2025 ACP cases. TCHC should also use 
Power BI to create a monthly oversight process to ensure arrears files move 
through the ACP consistently. 

• TCHC to provide refresher training to supervisors and managers on ACP 
requirements, proper documentation, and engaging Tenants to resolve 
arrears before referring to the OCHE. TCHC should also use OCHE’s monthly 
dashboard sessions and establish a formal oversight process to help 
managers address issues promptly and improve ACP compliance. 

• 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 and could be eligible for the AIM’s Pilot.   

• Modify HoMES to ensure timely creation of N4s to reduce manual N4 creation 
(time and accuracy improvements).  

• Ensure rent payments are processed early, so ledgers are accurate and time 
is not wasted attempting to collect payments that have already been received. 
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• TCHC consider providing financial literacy workshops for Tenants in arrears 
and who have signed LRAs to better support their long-term success.    

• Enable rent payments and arrears repayments to be collected on a flexible 
schedule throughout the month to better correspond to Tenants’ pay 
schedules. 

• 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. 

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

The two recommendations expected to have the largest impact in 2026 are the 
implementation of flexible payments within HoMES and the roll-out of the AIMs 
Pilot. 
 
Based on the OCHE work, it has been widely reported that being able to pay the 
rent in multiple installments that coincide with pay schedules and that these 
payments would be set up to be withdrawn automatically, would improve payment 
compliance. Within AIMs, the ability to renegotiate repayment terms each year to 
coincide with the completion of the Annual Household Income and Assets Review 
will further improve payment compliance.  

The prospect of these systemic improvements is exciting. In combination they are 
likely to improve outcomes for Tenants while decreasing the total arrears balance 
owing to TCHC and TSHC.  

GOAL 3 REPORTING AND GOVERNANCE 
The OCHE will report to the TCHC Board of Directors via the Tenant Services 
Committee through two Bi-Annual Reports. In addition to this regular 
reporting function, in 2025 the OCHE will present findings based on the 
length of the arrears accumulation, and the implementation of the new 2025 
ACP. 

Target: In 2025, the OCHE committed to the following reporting requirements:  
• Complete two Bi-Annual reports to the TCHC Board through the Tenant 

Services Committee.  
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• Update the OCHE ACP Auditing Tool and Report and Recommendations 
Templates by Q1 2025 to coincide with the roll out of the new 2025 ACP.  

• Work with the City of Toronto, TCHC and the TSHC on the outstanding City 
of Toronto Council direction 2022.EX34.7, where the City will complete a 
review on the function of the OCHE. 

• Finalize the OCHE Terms of Reference by end of Q4 2025 
 

Result: Achieved  
• Two Bi-Annual Reports were submitted and approved by the Board of 

Directors. 
• The ACP Auditing Tool and Report and Recommendations Templates were 

updated, which resulted in significant time savings for EROs and OCHE 
administrative staff and represents preferred formatting for TCHC. 

• The Commissioner provided the City of Toronto with all requested information 
about the construct and operations of the OCHE to support them to carry out 
their review.  
 

Deferred Items 
• Revision of the OCHE Terms of Reference was deferred to 2026 pending 

completion of the City review.  
 

The updated Terms of Reference requires the completed City Review; and 
therefore, is dependent on the Review results. The Board will have a clear mandate 
to supervise and direct the maturation of the OCHE and to effectively update the 
Terms of Reference in collaboration with the City.  

GOAL 4: SERVICE TO THE TORONTO SENIORS HOUSING CORPORATION  
Continue to provide OCHE services to TSHC as per the shared Service 
Agreement.  
Target: The OCHE committed to three specific goals related to TSHC. To avoid L1 
Applications in 90% of cases, to provide monthly Dashboard and Case 
conferencing to TSHC Regions, and to Report to the TSHC Board of Directors via 
the Quality and Tenant Engagement Committee. 
 
Result: Achieved 
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• The OCHE avoided the need for L1 applications in 92% (165/179) of cases, 
exceeding the target of 90%. 

• The OCHE also provided 12 monthly Dashboard sessions to TSHC and met 
monthly with the Regional Managers to review the Commissioner’s audit 
findings and reveal ACP compliance and related training gaps. 

• Two Bi-Annual Reports were submitted and approved by the Board of 
Directors. 
 

Beginning in 2026, the OCHE will create a separate Work Plan for TSHC that will 
be developed in concert with Senior Managers and the TSHC Quality and Tenant 
Engagement Chair. The separate Work Plan for TSHC and TCHC will enable both 
Boards to provide independent evaluation and develop corporation specific 
initiatives.  

CONCLUSION AND 2026 OUTLOOK  
In summary, 2025 was a successful year for the OCHE. The Work Plan Targets 
were largely met or exceeded with few exceptions. The deferred targets are on 
track to be completed in 2026, and these have informed the OCHE 2026 Work Plan 
approved by the Board in December 2025.  
 
2026 is expected to be a year where the OCHE focusses on innovation. Issues 
previously identified will be addressed through the implementation of past and new 
Systemic Recommendations to continue to support TCHC to decrease the total 
arrears owing, while maintaining housing and improving outcomes for more 
Tenants. Through the collaboration with TCHC as well as government agencies and 
community services, the OCHE will continue to streamline processes and find 
efficiencies that benefit staff and tenants.  
 
To realize the full potential of the OCHE and to reduce liability for TCHC associated 
with eviction for arrears of rent, while providing a safety net for the most vulnerable 
Tenants that require direct assistance to maintain successful tenancies, it is crucial 
that the Systemic Recommendations are implemented. This will assist TCHC to 
handle more files without the need for OCHE and to improve the Tenant experience 
while ensuring timely collection of arrears of rent.  
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