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Office of the Commissioner of Housing Equity (“OCHE”) Bi-
Annual Update – July 1 to December 31, 2025 
Item 12A 
April 28, 2026 
Board of Directors 

Report: TCHC:2026-17 

To: Board of Directors (the “Board”) 

From: Tenant Services Committee (“TSC”) 

Date: April 13, 2026 

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 July 1 to December 31, 2025. 

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

TSC: 
The Tenant Services Committee received this report for information at its 
meeting of April 13, 2026 and forwarded it to the Board of Directors for 
information. 

The Committee noted a change in reporting related to the OCHE’s work that 
will remove this report on a go-forward basis as it is duplicative of the year-
end work plan performance appraisal report. The Committee’s discussion 
focused on the changes to the Arrears Collection Process, opportunities to 
streamline and separate out reporting on false market arrears resulting from 
rent-geared-to-income loss of eligibility, potential arrears forgiveness, the 
process for staff to engage with tenants in arrears and those in breach of 
their repayment agreement, communication regarding the Rent Bank, and 
direct payment of rent.  
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FINANCIAL IMPACT STATEMENT: 
From July to December 2025: 

• OCHE Eviction Prevention and arrears recovery directly paid to TCHC 
totaled $810K. 

• Arrears reversed by resolving Losses of Subsidy and completing Rent 
Reviews totaled $629K.  

• Arrears recovered through the Toronto Rent Bank totaled $699K. 
 
The Chief Financial Officer and Treasurer has reviewed this report and 
agrees with the information presented in the Financial Impact Section. 
 
REASONS FOR RECOMMENDATION: 
The Bi-Annual Update highlights the OCHE’s case management, audit, and 
policy work through the period of July 1 to December 31, 2025 and focuses 
on the work plan metrics as outlined in the Board-approved 2025 OCHE 
Work Plan (Report TCHC:2024-82).  
 
IMPLICATIONS AND RISKS: 
The OCHE provides the Board with oversight of TCHC’s operations related 
to evictions due to arrears of rent and ensures that tenants avoid eviction 
where possible. The OCHE reports regularly on its activities and TCHC’s 
performance in the areas within OCHE’s jurisdiction. This regular reporting 
by the OCHE ensures the Board is aware of the OCHE’s activities taken on 
its behalf and that they continue to align with the goals of the Board and 
TCHC. 
 
SIGNATURE: 
 
“Melanie Martin” 

 
Melanie Martin 
Interim Commissioner of Housing Equity 
 
ATTACHMENT: 

1. OCHE Bi-Annual Report – July 1 to December 31, 2025 
 
STAFF CONTACT: 
Melanie Martin, Interim Commissioner of Housing Equity 
416-632-7999 
Melanie.Martin@oche.ca 
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INTRODUCTION: 
This report provides an overview of the work undertaken by the Office of the 
Commissioner of Housing (“OCHE”) between July 1 and December 31, 
2025.  

In this period, the OCHE continued to support Tenants to avoid eviction and 
reduce arrears.  The highlights of the case management work and 2025 
Arrears Collection Process audit findings are included in the report. 

It should be noted that the OCHE 2025 Work Plan Appraisal Results were 
approved by the Board of Directors at the February 17, 2026, meeting.  The 
2025 Work Plan Appraisal (Report TCHC:2026-05) documented the OCHE 
results for all of 2025. As a result, this report will only focus on the key 
findings for July 1 to December 31, 2025, to avoid duplication.  

Beginning in 2027, it is recommended that the OCHE Bi-Annual Report for 
July 1 to December 31, 2026, be included in the 2026 Work Plan 
Performance Appraisal to avoid duplication of information.  

1.0 REFERRALS TO THE OCHE 
The OCHE received 692 referrals from TCHC between July 1 and December 
31, 2025. Of those referrals: 

• 195 were sent back (details provided in section 1.1 of this report)
• 141 were breach files1

• 356 regular files and 63 breach files were assigned to Early Resolution
Officers (“ERO”) to stabilize tenancies.

1 A breach referral occurs when a tenant has been assisted by the OCHE and 
entered into a Local Repayment Agreement (“LRA”) with TCHC and the LRA is 
breached. 
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1.1 REFERRALS SENT BACK TO TCHC 
The Send Back Process is a learning tool for TCHC to ensure compliance 
with the 2025 Arrears Collection Process (“ACP”). The Send Back Process 
also aids in decreasing the number of referrals to the OCHE because when 
all steps of the ACP are followed, there is a greater chance that TCHC will 
be able to manage the arrears without using the OCHE. In this period 24% 
(47/195) of cases were returned due to non-compliance with the ACP, 
however only 4% (2/47) were re-referred to the OCHE, confirming that the 
intention of the process is working to build the capacity of front-line staff.  At 
the same time, there remains a high sent back rate due to the reasons 
described below that are easily rectified by TCHC. 
Finding: During this period, the greatest number of files sent back were due 
to the N4 Checklist2 being Incomplete, representing 47% (92/195) of all sent 
back files. 
Next Steps: The N4 Checklist is meant to be reviewed and approved by the 
supervisor/manager prior to referring the case to the OCHE.  This illustrates 
that improvement in supervisory review would reduce the number of files 
being sent back.  TCHC supervisors are being trained in early 2026, which 
is expected to support improvement in this area.   
 
1.2 ARREARS AT TIME OF OCHE REFERRAL 
In this period, 356 cases were assigned to EROs. These files represented 
$2,828,121 in arrears owing to TCHC.  
As per the previous reporting period, the arrears total at the time of referral 
to the OCHE remains high due to the cleanup projects3 undertaken by 
TCHC. 27% (96/356) of the cases referred to the OCHE in this period had 
arrears over $10,000 and 29% (105/356) had arrears over $5,000.  
 
Finding: It is unclear if the 2025 ACP is improving the collection of arrears 
and slowing the growth of the arrears owed to TCHC as a whole because 
the greatest percentage of files referred to the OCHE have been files with 
arrears starting under the 2021 ACP.  

 
2 The N4 Checklist is the screening tool used by TCHC and the OCHE to ensure 
files are compliant with the ACP in advance of referral to the OCHE. 
3 Loss of Eligibility Clean up and Files with arrears over $10K 
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Next Steps: In the previous reporting period, the OCHE recommended that 
TCHC provide the projections on the number of files that are still expected 
to come to the OCHE because of the clean-up projects. The OCHE and 
TCHC will review the data and project workload for 2026 to ensure proper 
staffing levels are in place.  A plan is being developed to address large 
balance files, which will be brought forward to the Board in 2026.  
 
2.0 EVICTION PREVENTION AND ARREARS MANAGED 
In this period, the EROs successfully engaged with 97% (309/318) of tenants 
and resolved the need for TCHC to file an L1 Application4 with the Landlord 
Tenant Board (“LTB”) in 90% (279/309) of these cases.  The OCHE issued 
318 Reports and Recommendations, which accounted for $2,884,699 in 
arrears. The management of these arrears is described below: 

(a) Total arrears directly paid to TCHC totaled $810,521 (214 cases): 
• Direct payments totaled $800,027 from the following sources: 

o $46,133 directly from Tenants/Tenants’ families (15 cases)   
o $116,590 from the Housing Stabilization Fund (63 cases) 
o $16,651 in payments directly from Toronto Employment and 

Social Services/Ontario Disability Support Program (7 cases) 
o $619,554 in payments directly from the Toronto Rent Bank (141 

cases) 
o $1,098 Native Child & Family Services (1 case) 

• $10,494 in TCHC credits5 (6 cases) 
 
(b) Arrears reversed by resolving Losses of Eligibility and completing Rent 

Reviews totaling $629,672 (72 cases) 
• Resolving Losses of Eligibility: $552,706 (49 cases) 
• Completing Annual or ‘In Year’ Reviews: $76,966 (23 cases) 

 
 
 

 
4 Landlord Tenant Board Application used by landlords (TCHC) to end a tenancy 
and Evict a Tenant for non-payment of rent and to collect the money a tenant 
owes.   
5 Credits were applied for erroneous charges – Ie. Parking charges, mis posted 
payments and maintenance. 
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(c) Arrears managed through Local Repayment Agreements (“LRA”) 
• $1,094,854 in arrears were managed through LRAs and will be paid 

back to TCHC overtime (see section 2.1) and have not yet been 
collected in full (176 cases) 

(d) Arrears approved to be forwarded to the Landlord and Tenant Board 
(“LTB”) 

• $349,652 in arrears were not resolved by the OCHE and it was instead 
recommended that TCHC file an L1 Application at the LTB, where the 
Tenant would have an opportunity to enter into a Mediated Agreement 
(39 cases). 

 
2.1 ARREARS MANAGED THROUGH LOCAL REPAYMENT 
AGREEMENTS (“LRAs”) 
 
In this period, the OCHE brokered a total of 176 LRAs representing 
$1,094,854 in arrears. The average monthly arrears repayment was 
$166.00. Below is a summary of the LRAs brokered by the OCHE in this 
period: 

 
Of the 176 LRAs brokered6 in this period, 88 received a grant from the 
Toronto Rent Bank (“TRB”) and still required an LRA.  The average length of 

 
6 88 Received TRB, 28 did not want to apply to TRB, 14 were not eligible for 
TRB, 2 had no income, 44 receive income from OW/ODSP. 

Arrears owing Total of 
arrears 

Number 
of Cases 

 

Average 
repayment 

amount 

Average 
length of 

LRA 
(months) 

$20K and over $192,098 7 $146 223 

$10K – $19.9K $367,065 27 $148 113  

$5K – $9.9K $326,572        47 $183 55 

$2K – $4.9K $162,276 50 $165 27 

$186.00 – $1.9K $46,844 45 $162 10 

TOTAL: $1,094,854  176 $161 86 
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the LRA for the 88 households was 61 months (five years). Without the lump 
sum payments from the TRB, the average length of these LRAs would have 
been 111 months (nine years) and the average amount of arrears per file 
was $6,781.  
Finding: Despite the resources available to Tenants to eliminate arrears 
such as external funding or by reversing losses of subsidies, many files still 
require an LRA to address the remaining arrears.  
Next Steps: There is evidence demonstrating the longer the LRA the more 
likely Tenants will fail to comply with it. As a result, the OCHE and TCHC are 
exploring a potential pilot to address cases with large arrears balances, and 
if approved, it is expected to result in a meaningful decrease in total arrears 
owing in this category and that Tenants will be better supported to comply 
with LRA terms.  Details will be shared with the Board once approved. 
 

3.0 ARREARS COLLECTION PROCESS (“ACP”) COMPLIANCE: 
In this period, the OCHE issued a total of 318 reports with 83% (264/318) of 
files being audited under the 2021 ACP and 17% (54/318)7 under the 2025 
ACP.  
 
Finding: The majority of files audited in this period were files with arrears 
that began prior to January 1, 2025, and fall under the 2021 ACP. The OCHE 
provided the audit findings to TCHC for these cases in the Dashboard 
Meetings, however has concluded that they are simply no longer 
constructive, as staff have begun applying the tenets of the 2025 ACP in their 
daily work with Tenants. TCHC staff were trained on the 2025 ACP in late 
2024, so advising them of errors made prior to the training is not useful.  
 
In addition, it is unknown whether the low number of files referred under the 
2025 ACP indicates that TCHC does not require the OCHE for these files as 
the arrears have been addressed, or whether the referral to the OCHE is not 
happening due to other factors. Without the data, it is not possible to know 
for sure. The OCHE looks forward to advising TCHC and the Board on the 
success of the 2025 ACP but cannot capably do so until a greater sample 
size is available.  

 
7 101 files were referred and assigned to an ERO through the 2025 ACP in this 
period; however, only 54 were closed and audited in this period. 
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The OCHE preliminary audit findings for the 2025 ACP are described in the 
chart below: 

 
Of the small sample of 2025 files audited, the category of greatest 
significance is Documentation Standards. These findings relate largely to the 
inaccuracy of the Legal Cards. This is significant, as failure to update Legal 
Cards impacts data integrity, and it is not possible to pull accurate data for 
the purpose of identifying trends.   
 
Next Steps: While the sample size is low, the preliminary findings present a 
concern as it relates to the ability of TCHC to monitor files. In Section 3.1, 
this issue is highlighted again with respect to monitoring Local Repayment 
Agreements.  
 
3.1 MONITORING LOCAL REPAYMENT AGREEMENTS (“LRAs”) AND 
CATCHING BREACHES EARLY: 
The OCHE worked on 39 cases where the OCHE brokered an LRA that was 
breached. These represented $381,3169 in arrears. The outcomes for the 39 
breach cases are as follows: 

• Collected $79,914 in direct payments from the TRB (17 cases) 
• Collected in $10,600 direct payments the HSF (4 cases) 
• Collected $18,014 in arrears by resolving LOEs/completing rent 

reviews (4 cases) 

 
8 Average referral to OCHE was made three months late. (Getting to the OCHE in 
the eighth month instead of the fifth month of arrears) 
9 In two cases representing $7,745 in arrears, it was recommended that TCHC file 
the L1 Application at the LTB. 

Findings 2025  
(Q1/Q2) 

2025 
(Q3/Q4) 

Documentation Standards  60% 
(3/5) 

72% 
(39/54) 

The N4 was not served in accordance with timelines - 30% 
(16/54) 

Community Service Coordinator referral not made on 
time and/or with N4 

80% 
(4/5) 

24% 
(13/54) 

Referral to OCHE made beyond ACP timelines - 22% 
(12/54)8 
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• Managed $265,043 in arrears by brokering second LRAs which will be 
paid back to TCHC over time (30 cases) 

Finding: When the OCHE closes a file where an LRA is brokered, it is sent 
back to the TCHC Region to monitor.  The ACP requires that when the 
Region receives the OCHE Report with an LRA, staff update the Legal Card 
and enter the LRA “stipulations”.  The stipulations are the terms of the 
repayment agreements and what allows the HoMES system to flag to the 
regions if a payment is missed and a breach occurs. The OCHE does not 
have the ability to enter these stipulations into the HoMES system.  
 
The OCHE conducted a review of the 344 LRAs brokered by the OCHE in 
all of 2025, and found the following:  

 Q1/Q2 Q3/Q4 Total 

Incorrect Legal Card status 17% 
(29/168) 

15%  
(26/176) 

16% 
(55/344) 

LRAs with no stipulations 
entered 

30% 
(51/168) 

44% 
(78/176) 

38% 
(129/344) 

 
In addition, breached OCHE brokered LRAs are supposed to be referred 
back to the OCHE in the third month of the breach, however the average 
month of referral is the eighth month. This suggests that there may be more 
LRAs that are in breach, but the breaches are not being caught as per the 
chart below:  

Audit Findings of TCHC Breach Process: 
 2024 

Q1/Q2 
2024 

Q3/Q4 
2025 

Q1/Q2 
2025 

Q3/Q4 
Average month the Tenant 
breached the LRA  

6 
 Months 

5  
Months 

7 
Months 

6  
Months 

Average month TCHC 
reaches out to the Tenant 
following a breach 

2 
Months 

2 
Months 

3 
Months 

3  
Months 

Average month of referral 
to the OCHE after breach10 

7  
Months 

5  
Months 

7  
Months 

8  
Months 

 
10 As per the 2025 ACP a file is to be re-referred to the OCHE in the third month 
after a breach occurs. 
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Finding: When Legal Codes are not up to date it may delay advancing cases 
to the next stage of the ACP, and when stipulations are not entered into the 
system, TCHC is unable to monitor LRAs and identify missed payments.  
Recommendation: It is recommended that TCHC determine what 
safeguards need to be put into place to strengthen its ability to monitor 
breach files and missed rent payments. TCHC may wish to consider 
centralizing the coding of Legal Cards and entering of stipulations.  
 
4.0 COMMUNITY PARTNERSHIP UPDATES 
WoodGreen Community Services – Tax Link Service 
The WoodGreen Tax Link Service supports tax filing as well as the quick 
retrieval of Notices of Assessment (“NOA”), which are needed for Rent 
Geared to Income (“RGI”) calculations, and applications to the Toronto Rent 
Bank.  
 
On August 20, 2025, TCHC was given access to this program, and the 
Community Services Coordinators (“CSCs”) have integrated the program 
into their workflow with strong early results. A total of 486 referrals were 
submitted by TCHC during the reporting period. Of these, 251 were referred 
prior to the Tenants losing their RGI subsidy, demonstrating a clear shift 
toward early intervention and improved case management practices. This 
proactive approach directly supports Tenants in maintaining their RGI status 
and reduces the likelihood of arrears accumulation.  
 
In addition, in 56 cases the RGI subsidy was reinstated, avoiding the need 
to make a referral to the OCHE. And in 179 cases, TCHC has received the 
NOA from WoodGreen with files in pending status waiting to be actioned by 
the Regions. 
 
Finding: Early indicators suggest that access to WoodGreen’s Tax Link 
Service strengthens TCHC’s capacity to stabilize tenancies, reduce the 
administrative burden associated with arrears and LOE appeals, and 
supporting long-term housing stability.  
 

Item
 12A - TC

H
C

:2026-17 - Attachm
ent 1



Page 9 of 18 
 

COR-1020                                                                                 
 

Next Steps: Continued monitoring will help identify emerging trends, 
opportunities for targeted training, and areas where additional support may 
further enhance outcomes for Tenants. 
 
CONCLUSION:  
As we enter 2026, the OCHE is optimistic that the collaboration between 
TCHC and the OCHE will result in significant gains for staff efficiency, arrears 
collection and most important, avoiding evictions due to arrears of rent.  
 
The most significant lesson learned in this period is the importance of 
accurate documentation with respect to the status of the Legal Cards and 
the stipulations. Without accurate data it is difficult to project workload and 
to capture an accurate picture of the arrears owing to the corporation.  
 
Additionally, as the OCHE presents its yearly results in its Work Plan 
Appraisal, presenting the Q3 and Q4 Bi-Annual Results at the same time will 
reduce duplication and be more relevant for the Board.  The advantage of 
this change will also result in reduced reporting workload for the OCHE, 
allowing more time to support staff and tenants. 
 
The groundwork is being laid for TCHC and the OCHE to preserve tenancies 
while reducing the total arrears owing to the corporation. With the 
implementation of the systemic recommendations, real improvements are 
expected to be achieved. 
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APPENDIX 1: 2025 Q2/Q3 RECOMMENDATION SUMMARY 
OCHE RECOMMENTATION TCHC RESPONSE EXPECTED 

COMPLETION DATE 
   

Recommendation:  
It is recommended that TCHC determine what 
safeguards need to be put into place to strengthen its 
ability to monitor files. TCHC may wish to consider 
centralizing the coding of Legal Cards and entering of 
stipulations.  

TCHC is assessing what safeguards can be implemented to 
improve our ability to monitor files. Consideration as to the 
effectiveness and resourcing requirements of centralizing the 
coding of Legal cards and stipulations is a component of this 
assessment.  

Capacity and needs 
assessment to be 
completed by Q4 
2026 

 

APPENDIX 2: PROGRESS UPDATE ON RECOMMENDATIONS MADE IN THE OCHE BI-ANNUAL REPORT JAN. 1 
TO JUNE 30, 2025 
In the first Bi-Annual report of 2025, presented to the Board of Directors in October 2025, the OCHE made two recommendations to TCHC.  
The progress toward the remaining recommendations is detailed in the chart below:   

OCHE RECOMMENTATION 
 

TCHC PROGRESS UPDATE 
(October 3, 2025) 

TCHC PROGRESS UPDATE 
(March 9, 2026) 

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 

Management accepts the 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. 

The first data sharing touchpoint has 
taken place and TCHC will be providing 
updated data to OCHE on a quarterly 
basis. 
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OCHE RECOMMENTATION 
 

TCHC PROGRESS UPDATE 
(October 3, 2025) 

TCHC PROGRESS UPDATE 
(March 9, 2026) 

on or after January 1, 2025, and fall under the new 
ACP.  In addition, TCHC to leverage the new Power BI 
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:  
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. 

Management accepts the 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.  

A comprehensive training program has 
been rolled out for Managers and 
Supervisors, with 6 full day, in person 
sessions completed, covering 
documentation, data analysis, ACP, RGI 
administration, and how to effectively 
oversee staff to complete the ACP 
requirements. There will be quarterly 
training sessions for managers and 
supervisors with the content being 
informed by the monthly dashboard data 
provided by OCHE.  
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APPENDIX 3: 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. The 
progress toward the remaining recommendations is detailed in the chart below:   

OCHE RECOMMENTATION TCHC PROGRESS UPDATE 
 (September 27, 2024) 

TCHC PROGRESS UPDATE 
 (April 15, 2025) 

TCHC PROGRESS 
UPDATE  

(October 3, 2025) 

TCHC 
PROGRESS 

UPDATE  
(March 9, 2026) 

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.   

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. 

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. 

The Planning and 
analysis work for this 
project is complete 
and proposals for 
action are before the 
executive team to 
determine next steps.  

The team 
continues to 
assess the 
financial, 
operational and 
tenant based 
impact of this 
program and will 
engage with the 
Board in 
discussion in 
Q2.   

Recommendations 3:  
ACP Recommendations  

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

Work is underway with Finance 
to create Standard Operating 
Procedures (SOPs) on posting of 

Work with Finance on 
SOPs for payment 
posting is ongoing. 
Work with HoMES to 

Work is ongoing 
with Finance to 
finalize SOPs for 
payment 
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OCHE RECOMMENTATION TCHC PROGRESS UPDATE 
 (September 27, 2024) 

TCHC PROGRESS UPDATE 
 (April 15, 2025) 

TCHC PROGRESS 
UPDATE  

(October 3, 2025) 

TCHC 
PROGRESS 

UPDATE  
(March 9, 2026) 

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

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

Revised process-based reporting 
dashboard is in place, developed 
in partnership with Performance 
and Quality and the Power BI 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.  

payments and timelines (re items 
b and c).  

 

ensure timeline 
creation of N4s is 
being incorporated into 
the HoMES 
Sustainment Project.  

postings and 
verification, 
however, 
Operations and 
ACP proceed 
without delay. 
 
Manual N4 are 
primarily done 
due to legacy 
account issues 
from HMS – 
HoMES 
transition, and a 
targeted clean-
up of transfer 
credits are 
underway to 
enable 
increased 
automated, 
system-
generated.  
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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 27th 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 

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 HoMES.      

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. 

Work to identify 
the potential for 
an alternative 
YARDI product is 
ongoing with ITS.  
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can be withdrawn to 
coincide with their 
employment schedule. 

 

APPENDIX 4: 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 

TCHC PROGRESS 
UPDATE  

(September 27, 2024) 

TCHC PROGRESS 
UPDATE  

(April 15, 2025) 

TCHC PROGRESS 
UPDATE  

(October 3, 2025) 

TCHC PROGRESS UPDATE  
(March 9, 2026) 

Recommendation 1:  
It is recommended that 
TCHC consider providing 
financial literacy 
workshops for Tenants in 
arrears and who have 
signed LRAs to better 
support their long-term 
success.    

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

No update at this time – 
work is ongoing. 

A pilot project with ODSP 
is underway in the Central 
Region. The project 
includes financial literacy 
support for tenants. If this 
pilot is successful and 
ODSP continues to have 
capacity, management will 
look to expand to more 
sites across the portfolio.  

The ODSP Pilot Project and 
the partnership with 
Woodgreen are underway 
and TCHC will assess and 
report back on the success of 
these initiatives, and plans for 
any future interventions based 
on these results, in Q1 2027.  
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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:  
In the OCHE Bi-Annual 
Report January 1 to June 
30, 2023, the 
Commissioner 
recommended TCHC 
Ensure HoMES can collect 
repayment amounts with 
the Pre-Authorized 
Payment (“PAP”) and 
withdraw payments on a 
flexible schedule. The 
progress toward 
implementation is 
described in Appendix 1 – 
Recommendation 5c. The 

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

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

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

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

The text messaging process 
has shown great success in 
encouraging tenants to 
repay their arrears early. 
The process has been 
embedded permanently 
within the revised ACP and 
is now a core component of 
our overall arrears 
management work.   
Sending text messages to 
tenants who have entered 
into an LRA will be explored 
with Recommendation 4 
(see below). The 
assessment of how to 
implement this 
recommendation is 
underway and a feasibility 

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

Monthly arrears payment 
reminders via SMS are in use 
for tenants with unpaid rent 
under the ACP. Resource 
constraints have meant that 
the repayment agreement 
procedure is scheduled for 
implementation by the end of 
Q1 2026. At this time, SMS 
reminders are not applied to 
tenants with active LRAs. 
Program Services is 
monitoring outcomes and will 
assess expansion to 
additional cohorts once the 
process is fully 
operationalized, including 
clear triage protocols and 
standardized handling of 
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All tenants that remained in 
arrears will receive follow-
up’s from their TSC.  
Recommendation will be 
complete upon 
implementation of revised 
ACP including text 
messaging for early arrears 
cases portfolio wide in Jan 
2025. 

decision is expected in early 
Q2.  

income-related responses to 
text messages. 
 

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  See above response for 
recommendation 3 
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