
HOMES FIRST SOCIETY BOARD OF DIRECTORS MEETING 
Tuesday, May 12, 2020, 6:00 p.m. 

Videoconference Meeting 

Agenda
1. 
6:00 p.m. 

Call to Order 

2. Declaration of Conflict of Interest 
Board members must declare any conflict of interest which relates to an item of 
discussion; arrears of a board member is a conflict of interest 

3. 
6:05 p.m. 

Confirmation of Minutes 
A. Confirmation of the Minutes of the Meeting of April 14, 2020

Motion to accept

4. 
6:10 p.m. 

Matters for Discussion and Decision 
A. HFS Executive Committee Update

For information
i. HFS Notice of Annual General Meeting and Proxy Form

For information
B. HFS Covid-19 Update

For information
C. HFS Finance & Audit Committee Update

For information
D. HF Communications Committee Update

For information
E. HFS Governance & Nominating Committee Update

For information
F. HFS Portfolio Committee Update

For information
G. Home First Fundraising Update

For information
H. HFS Board Action Items Tracking

For information

5. 
7:00 p.m. 

Matters for Information 
A. HFS Chief Executive Officer’s Update

For information
B. HFS CEO’s Responsive Programming Update

For information
C. HFS Communications Update

For information

6. 
7:15 p.m. 

Other Business 
A. Information Sharing

7. In Camera 
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Materials for this agenda: 

• 3.A. - HFS Board April 14, 2020 Minutes 
• 4.A.i. - HFS Notice of Annual General Meeting and Proxy Form 
• 4.B. - HFS CEOs Covid-19 Update 
• 4.D. - HF Communications Committee Update 
• 4.E. - HFS Governance & Nominating Committee Update 
• 4.H. - HFS Board Action Items Table 
• 5.A. - HFS CEOs Update 
• 5.B. - HFS CEOs Responsive Programming Update 
• 5.C. - HFS Communications Update 
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3.A.
HOMES FIRST SOCIETY BOARD MEETING 

Tuesday, April 14, 2020, 3:00 p.m. 
Videoconference Meeting 

Present: Regrets: 
Board Members 
Directors Jeremy Roach (Chair) 

Mike Heinrich  
Mervyn Horn 
Jose Querubin 
Fran Perkins 
Marc Pourvahidi 
Amie Tsang 
Alexis Van Halen 
Carla Whillier 

Mo Ettehadieh 
Paulina Salamo 
Peter Soares 

Guest Dan Shereck (Akler, Browning, Frimet, & Landzberg, LLP) 

Staff Patricia Mueller (Chief Executive Officer) 
Ade Olubode (Director of Finance) 
Kim Mole (Recorder) 

1. Call to Order
• Jeremy Roach, Chair, called the meeting to order at 3:00 p.m.

2. Declaration of Conflict of Interest
• None.

3. Confirmation of Minutes
A. Confirmation of the Minutes of the Meeting held on January 28, 2020

 

MOTION: That the HFS Board January 28, 2020 Minutes be accepted. 
MOVED: Fran Perkins SECONDED: Carla Whillier CARRIED 
 

4. Board Matters for Discussion and Decision
A. HFS Executive Committee Update

• Jeremy Roached noted that the Executive Committee’s focus was on the effects of
COVID-19 on residents and staff.

• The Executive Committee also reported that at least for the time being, the Homes
First Foundation would continue.

i. HFS Risk Management Policy
 

MOTION: That the HFS Risk Management Policy be approved.
MOVED: Jose Querubin SECONDED: Fran Perkins CARRIED 
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B. HFS Finance & Audit Committee Update 
i. HFS Draft Audited Statements 

o Dan Shereck, (Akler, Browning, Frimet, & Landzberg, LLP), briefly reviewed the HFS 
2019 Audited Finance Policies. 

o Dan explained that Homes First Society’s statements are prepared to meet the 
requirements of our funders, and as such, are “special purpose audit statements”, 
adding that the Society has a clean audit. 

o Patricia Mueller briefly explained that we do have investment policies; in addition, 
we are mandated to invest our housing reserves with Worldsource. 

o Dan also explained that the goal for a non-profit is for a balanced budget (break-
even) at the end of year. 

o Dan noted that he had yet to receive our audit letter from  
o To meet auditing requirements, Dan enquired of both Patricia Mueller, Ade 

Olubode, and the Board of Directors whether “they were aware of any contingent 
liabilities that have not been properly reflected in the financial statements; if any 
events have occurred up until the meeting date which they feel I [Dan] should 
have been made aware of; or whether there have been any changes in events 
already reflected in the financial statements that occurred up to the date of the 
meeting?”. Patricia, Ade, and Board Members present confirmed that this was not 
the case. 

 

MOTION: That the HFS 2019 Audited Financial Statements be approved by the HFS 
Board of Directors as presented, and forwarded to the membership for 
acceptance. 

MOVED: Jose Querubin SECONDED:   CARRIED 
 

o Patricia thanked Dan and his team, as well as Ade Olubode, Director of Finance, 
and his team for all of their hard work. 

ii. HFS Financial Policies 
o Jose Querubin reviewed every few years by the Committee, highlighting where 

revisions and additions have been made. 
o It was noted that while it has been our practice to confirm emergency expenses 

with the HFS Finance & Audit Committee, however, it had been overlooked within 
the written policies, therefore, the HFS Financial Policies item 5.B. will be 
amended from: 

“In cases of an emergency as defined in the spending policy; expenditures 
that exceed $10,000 will not be subject to the three quotes rule and 
therefore must be approved by the Chief Executive Officer or Board” 

With the addition of the phrase: 
“…, and subsequently confirmed by the HFS Finance & Audit Committee.” 

 

MOTION: That the HFS Financial Policies including the above amendment be 
approved. 

MOVED: Mervyn Horn SECONDED: Marc Pourvahidi CARRIED 
 

C. HF COVID-19 Update 
• Patricia Mueller reported that there has been an outbreak at the Willowdale Welcome 

Centre. 
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• To date, we have had 14 individuals test positive including residents, staff, as well as a
member of the senior Management Team.

• A few staff threatened work stoppage and complained to the Ministry of Labour;
however, the Ministry of Labour has investigated and has not asked us to change any
of our practices.

• We have reminded staff to remind them about the existing Employee Assistance
Program.

• “Screening, cleaning, and monitoring” is a slogan being promoted by Toronto Public
Health; in addition, procedures are in place for intake, as well as what to do when
anyone at a shelter is symptomatic.

• Patricia explained that only individuals who are symptomatic are currently being
tested, however, available information indicates people may have the virus without
being aware of it, and as a result, be spreading it, and because of this, would like to see
mass testing take place.

• We have stepped up our cleaning regimens, cleaning “common-touch” areas such as
doorknobs and buzzers, much more often, as well as are using products with a higher
disinfection rate.

• Patricia reminded everyone that this is a very fluid situation, that began for the City as
recently as March 13th, and since that time information and instructions (i.e., the
wearing of masks) have continued to evolve.

• In order to enable residents’ adequate room for social distancing, 45 residents from
the St. Clair Shelter have been relocated to a “Building B” at 5800 Yonge (a building
completely separate from the Willowdale Welcome Centre).

• We have also obtained rooms at a downtown hotel where we will be relocating all
residents of Savards, 41 women from the Kennedy Shelter, as well as a few from the
Bathurst-Lake Shore Shelter.

• The City will be providing food, security, and pay the costs of the rooms; Homes First
will be supplying staff.

• Homes First is distributing 3 masks per-shift for staff; we are also paying staff on active
duty an additional two-dollars an hour.

• We received some funding from the City for PPEs, but are unsure if it will be enough to
meet our ongoing needs.

• Lastly, Patricia thanked staff, particularly the senior management team who have been
doing an incredible job, adding, that one of the members of the senior management
team has tested positive, but has continued to work from home.

• Received for information.
D. HF Communications Committee Update

• Jeremy briefly reviewed the HF Communications Committee update, adding that Amie
Tsang has expressed interest in serving on the Committee.

• Received for information.
E. HFS Governance & Nominating Committee Update

• Fran Perkins briefly reviewed the circulated update.
• As both Mo Ettehadieh and Mervyn Horn were not present, they will be apprised of

the decisions made in particular regarding the items they have expressed interest in.
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Action: Fran Perkins will contact the relevant Board members to apprise them of the decisions 
made and the rationale used for those decisions. 

F. HFS Portfolio Committee 
• None. 

G. Fundraising Update 
• The fundraising event will be deferred until next year. 
• Amie Tsang shared some ideas for obtaining more PPEs through donations and 

alternative sources such as distilleries who are making hand-sanitizer. 
Action: Patricia will connect Amie with the appropriate staff person. 

• While it was agreed that the present would be a good time for a donor ask, Patricia 
reported that she could not spare any staff for such tasks at the moment. 

• Received for information. 
H. HFS Board Action Items Tracking 

• The HFS Board Action Items Tracking table, updated prior to the April 14, 2020 Board 
of Directors’ meeting, was reviewed and discussed. 

• Item 1: 
o Completed. 

• Item 2: 
o Jeremy will follow up with the Portfolio Committee prior to the next Board of 

Directors’ meeting. 
• Item 3: 

o Completed. 
• Item 4: 

o Completed. 
• Item 5: 

o Deferred to May 12, 2020. 
• Item 6: 

o Completed. 
• Item 7: 

o Completed. 
• Received for information. 

5. Matters for Information 
A. HFS Chief Executive Officer’s Update 

• Received for information. 
B. HFS Communications Update 

• Received for information. 

6. Other Business 
• None. 
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7. In-Camera 
• None. 

The meeting adjourned at 5:30 p.m. 

The next HFS Board of Directors’ meeting is scheduled for Wednesday, May 12, 2020 at 
6:00 p.m. 

_____________________________ 
Jeremy Roach, Chair 

 Respectfully Submitted By: 
Kim Mole, Recorder 

On April 14, 2020 
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HOMES FIRST SOCIETY NOTICE OF AGM AND PROXY FORM 

Tuesday, June 2, 2020 Zoom Meeting at 6:00 p.m. 
https://us02web.zoom.us/j/87658037923?pwd=dEVjL01vYzc1VHJzRjNQZ2tTbUEydz09 

Meeting ID: 876 5803 7923 Password: 025420 

One tap mobile +16473744685,,87658037923# Canada +16475580588,,87658037923# Canada 
Dial by your location 

+1 647 374 4685; +1 647 558 0588; +1 778 907 2071; +1 438 809 7799; +1 587 328 1099 
Meeting ID: 876 5803 7923 

HOMES FIRST SOCIETY PROXY FORM 

If you are a Member of Homes First Society and cannot attend the Annual General Meeting on June 2, 
2020, you are entitled to complete and sign this form, appointing a person to vote on your behalf.  If you 
have any questions please contact Kim Mole at 416-395-0902 or at admin@homesfirst.on.ca. 

To be valid, this form must be RECEIVED by the Secretary of Homes First Society no later 
than midnight on Tuesday, May 26, 2020. You may return the form by hand; or by mail to 
90 Shuter Street, 2nd Floor, Toronto, Ontario, M5B 2K6; or by fax to 416-214-1873; or by 
email to admin@homesfirst.on.ca. 

 

 
I am 18 years of age or older and a member of Homes First Society:       Yes______ No_______ 
 

 
 
________________________________________________    Dated this _______ day of _________ 2020. 
Please print and sign your name above 

 

APPOINTMENT OF PROXY 

I wish to appoint a person to vote on my behalf at the Annual General Meeting on Tuesday, June 2, 2020 
or any adjournment thereof, in respect of all matters which may come before the meeting. 

PLEASE CHECK ONE OF THE FOLLOWING CHOICES: 

  I hereby appoint Jeremy Roach, Chair; or failing him, Jose Querubin, Treasurer; or failing him, 

Fran Perkins, Secretary. 

 I prefer not to appoint any of the forgoing, and I hereby appoint (please print the name of the 

person you are appointing as your proxy): 

____________________________________________ 
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To:  Homes First Society Board of Directors 
From:  Patricia Mueller, Chief Executive Officer 
Subject: HFS Chief Executive Officer’s Covid-19 Update 
Date:  May 12, 2020 

Recommendation:  
 That this report be received for information. 

Background: 
The following is an update on Homes First Society’s actions taken in response to the Covid-19 
pandemic. As virtually all sites and departments have been impacted by this pandemic, some 
information contained in this report is duplicated in my usual update to the Board. 

In response to Covid-19, this update includes information on what has been happening agency-
wide as well as site specific information. The changes that have happened and continue to 
happen at Homes First in response to Covid-19 are to support the Health and Safety of all those 
working and living at Homes First and include: 

• All staff have been directed to wear masks at all times at work. Posters have been put up 
(with the assistance of the Joint Health and Safety Committee members) regarding how 
to wear a mask.  

• The Lexan shields that were installed throughout the buildings have had further 
adjustments made to them to allow for better visibility as well as maneuverability in the 
office spaces. 

• Shields and goggles have been provided for all staff on site for use when they are unable 
to maintain the appropriate 6 feet of distance; staff are also provided with instructions on 
how and when to sanitize face shields and goggles, wipes are available at all sites. 

• We have sourced hand sanitizer with at least 
70% alcohol (as per Toronto Public Health 
Recommendations) and it has been distributed. 

• Staff and residents have been provided with 
fabric masks for personal use as well as to use 
on transit to and from work if needed. 

• Relief staff and agency staff are currently being 
siloed to one particular site to minimize 
transmission rates. 

• Covid-19 binders with information, which 
includes Infection Prevention and Control 
information sheets by Toronto Public Health in 
regards to disinfection and cleaning, are at every site. 

• There have been tape lines put on the floors throughout the shelters as well as on the 
dining tables to promote social distancing. 

• Plastic and/or Styrofoam cups, plates, and utensils are used for client’s meals. 
• Signs are up beside the juice containers reminding residents not to use their personal 

bottles near the spout. 

 
PPE Equipment 
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• All kitchens and eating areas are equipped with 
bleach solution (or disinfectant solution) to wipe 
down any common touch areas when necessary and 
a schedule/tracker is in place to monitor. 

• Hand sanitizers have been installed at several 
locations and more locations will be added. 

• There is increased cleaning of common touch areas, 
specifically door knobs, handles, and elevator 
buttons. 

• Several Covid-19 Toronto Public Health posters for 
covering your cough/washing your hands and info 
on physical distancing, harm reduction and Covid-19 
tips are displayed. Joint Health and Safety 
Committees are assisting in ensuring these posters 
are up; we are also rotating the posters to keep 
people interested in reading the information. 

• Only two staff members at a time in the smaller 
offices; furniture has been reorganized to ensure 
the minimum 6 feet for social distancing. 

• All offices with limited space have been marked with duct tape on the floor to ensure 
social distancing of 6 feet. 

• Covid-19 information for residents is posted throughout the entire portfolio. 
• Chairs have been removed in eating areas for 6 feet compliance, in addition floors taped 

to indicate safe sitting distances. 
• Meal times have been staggered and we have reduced the number of clients at each meal 

time (numbers posted at each site). 
• Lexan Shields have been installed in the intake offices and food areas of all shelters, to 

assist in social distancing in more confined areas (Lexan was sourced as it is more durable 
than Plexiglas with the needs of our sites in mind). 

• Shift changes at all sites are now computerized to allow staff to read the shift change 
information and to ensure only two staff are in the smaller offices at one time. 

• Clients that present with any Covid-related symptoms are screened using the Toronto 
Public Health/SSHA screening tool. When a client presents symptoms, both the client and 
staff member don R95 masks before completing 
the screening questionnaire. The individual is 
then transferred to an on-site isolation room. 

• Each site has a designated “isolated” place for 
clients to wait to be picked up for 
transportation to testing locations if the 
screening tool recommends that and these 
clients would not return until cleared. 

• Shelter-to-shelter transfers are suspended as 
much as possible to limit movement between 
programs. 
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• All staff task sheets have been updated to assist in social distancing. 
• Information boards have been created specifically for clients in regards to Covid-19, in 

addition to the posters that have been put up. 
• Staff are reminding residents about social distancing whenever residents are seen 

congregating. 
• At the shelters, announcements are being read to clients once or twice per week, 

reminding them of hand hygiene, social distancing, and any other pertinent information; 
regular resident meetings are held with discussions regarding Covid 19. 
 

Housing: 
• A detailed Covid-19 package was compiled and delivered by hand to every unit; the 

package included information on: 
o How to properly wash hands; 
o How to self-isolate in shared accommodation; 
o How to contact their case worker(s); 
o Where the local testing sites are located, as well as contact information to the sites, 

and maps. 
• Housing staff are on-site and are being supported by regular visits from their 

supervisor and manager, however, activities have been adjusted to ensure social 
distancing is being practiced and all 
group programs have been cancelled. 

• Changes have been made to the Housing 
program to allow for social distancing 
while still providing services to our 
clients; very recently, we have been able 
to reinstitute the Second Harvest food 
program at Shuter and the Sheila Millar 
buildings, after ensuring appropriate 
precautionary measures are in place 
(i.e., extra sanitizing, resident sign-up 
sheets) to allow for the staff to receive 
and distribute the much needed food to 
the clients safely. 

Shelters: 
• We have continued to redesign all floor plans at each shelter to ensure social 

distancing. 
 Steps have included marking serving areas with “Marker Chevrons”; many Marker 

Chevrons have been laid to ensure the 2 metre distancing protocol set out by Toronto 
Public Health denoting spacing is clear, in addition, Chevrons have been placed where 
clients are to stand while interacting with frontline staff. 

 Moreover, these spacing protocols and the use of the Marker Chevrons has been 
implemented in the dining areas conjunction with placement of Lexan screens. 

 Screens have been placed in key areas with breaks outlined with marker boxes.. 
 Educational Covid 19 documentations provided by City of Toronto and Toronto Public 

Health have been laminated circulated to residents and laminated information 

 

HFS Board Agenda & Materials - 13 of 52



 

Page 4 of 7 

posters have been posted at every building’s access points and in common areas 
throughout the buildings. 

 Food and beverage dispensing areas have also outlined with marker boxes and 
Chevrons for potential lineups. 

 Dining room tables have been marked with red borders and yellow X’s to promote 
usage at table ends and deter sitting in close proximity; tables have been spaced 
appropriately, at furthermore, some tables have been disconnected on the advice of 
frontline staff. 

• Summary of Shelter Resident Relocations: 
The following information was collected on April 30th: 
o 13 women were moved from Savards to the Hotel Program. 
o 6 women were moved from Savards to Bathurst-Lake Shore. 
o 7 women were moved from Savards to the Kennedy Shelter. 
o 12 men from the co-ed floor at Bathurst-Lake Shore were 

moved to the Hotel Program 
o 13 women from the co-ed floor at Bathurst-Lake Shore were 

moved to the Hotel Program. 
o 8 couples were moved from Bathurst-Lake Shore couples floor 

to the Hotel Program. 
o 10 men were moved from the lower level men program at 

Bathurst-Lake Shore to the Hotel Program. 
o 50 women were moved from Kennedy Shelter to the Hotel 

Program. 
o On April 30th, we had a total of 106 residents at the Hotel Program, occupying 97 

rooms, and the following capacity at our shelters: 
 45 at the St. Clair. 
 47 at the Kennedy. 
 42  couples on the Couples Floor at Bathurst-Lake Shore; 
 28 men and 47 women on the co-ed floor at Bathurst-Lake Shore; 
 64 on the lower-level men program at Bathurst-Lake Shore; 
 122 positive-tested men and women at Building A at the Willowdale Welcome 

Centre; 
 37 negative-tested women in Building B at the Willowdale Welcome Centre; and 
 Savards is closed. 
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• Kennedy:
o The shelter capacity has been decreased from 90 beds to 47; lower level occupancy

is 15, upper level occupancy is 32.
 All double occupancy rooms are single occupancy.
 All quadruple occupancy rooms are double occupancy and the furniture has been

altered to ensure social distancing.
o To limit traffic (and potential exposure) in the kitchen, the cooks are now serving

lunch and dinner at Kennedy. The dining area has had further changes made to the
tables to allow for even more social distancing on site.

o Staff office furniture has been rearranged to assist in social distancing.
o Covid-19 elevator signs are posted, encouraging staff to let a maximum of 3

residents at a time in the elevator with diagram of where to stand to ensure social
distancing.

o Allowance has been made for residents to eat and drink in the recreation room to
ensure social distancing.

o Daytime dorm access has been relaxed to promote social distancing.
o Restructured meal line-up to promote social distancing so clients are maintaining 6

feet apart.
o Rearranged the furniture in the recreation room to meet 6 feet compliance.

• Savards/Strathcona Hotel:
o All of the staff and most residents have

been relocated to the Strathcona Hotel
Program. This program is in partnership
with the City. The residents of Savards,
who were not relocated to the Strathcona
Hotel, were relocated to Kennedy or
Bathurst Lake Shore.

o In order to ensure social distancing, each
client has their own hotel room, which
includes a private bathroom; Homes First
is in charge of certain floors (totaling 100
rooms) which are composed of the
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Savards, St. Clair, and Bathurst-Lake Shore residents. 
• St. Clair Shelter: 

o The shelter’s capacity has been decreased from 90 beds to 45 beds. 
o Staggered lunch times have been implemented to enable social distancing. 
o As of April 15th, the beds in the dorm have been rearranged to allow better flow of 

the dorm for the clients and staff to allow for as much social distancing as possible; 
all of the extra beds have been removed.  

o An additional cleaner has been added and the schedule is staggered to ensure more 
cleaning throughout the day.  

o Adjusted the bunkbeds so clients are alternating top and bottom bunks and toe-to-
toe for single beds. 

o We continue to look at the layout of the beds to see how best to organize them to 
provide the most space to clients and staff to allow for social distancing. 

• Strachan House: 
o A team from Women’s College Hospital conducted a mass coronavirus testing of all 

residents, in addition, also tested some of the regular guests at Strachan House. 
o Through the remarkable efforts of management and staff working over an entire 

weekend, nearly every resident consented and we are thrilled to report that the 
results were 100% negative. 

• Bathurst-Lake Shore Shelter: 
o As of April 24th, the beds have been 

reduced from 275 to 229 in order to 
provide the clients with greater 
amounts of social distancing in the 
shelter; lower level, 68 beds; couples 
floor, 48 beds for an occupancy of 
84; co-ed floor, 77 beds. 

o Lines have been placed on the floors 
for clients and staff to socially 
distance during meal times, 
seating/eating, doing intakes, and 
providing customer service. 

o We have staggered meal times for the clients to discourage large numbers of 
individuals in the same area. 

o Drinks are being handed out by the servers during meal times and the 
water/juice/coffee jugs have been removed outside of meal times in an effort to 
avoid reusable containers touching nozzles/spouts and spreading germs. The food 
comes prepackaged, the utensils are wrapped, and the condiments are individual 
ones. 

o A bleach and water solution is being used to disinfect all beds once clients leave. 
o Lysol disinfecting wipes are for the staff to clean the staff offices. 
o The cleaners are disinfecting all touch surfaces at a minimum of three times a day 

with bleach and water. 
o Sleeping arrangements head to toe/toe-to-toe for clients’ beds. 
o Beds have been moved to allow for maximum spacing. 
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• Willowdale Welcome Centre: 
o All males from Building B had been relocated. 
o We have worked with a private-practice doctor, doctors and clinicians from North 

York General Hospital, officials from Toronto Public Health, as well as the City of 
Toronto SSHA to ensure all clients received testing. 
 Women who tested negative have been relocated to Building B. 
 Everyone who tested positive remained in Building A. 

o We are not accepting referrals or intakes to this program at this time. 
o Upon entrance of Buildings A and B, all staff are pre-screened and their 

temperature is taken, this is completed by an RPN and it is logged at the start and 
end of every shift. 

o For the duration of the time that the clients that are Covid-19 positive are 
recovering, there is a nurse practitioner on-site 24-hours a day, 7 days a week, and 
if clients have questions, concerns, or seek medical advice, they may speak to or see 
the nurse; signs informing residents of this are posted throughout the building. 

o Staff are being provided with enhanced PPE that includes optional white suits and 
face shields, in addition to the gloves and surgical face masks. 

o All staff and clients must wear masks at all times. 
o New hand sanitizer dispensers have been installed throughout the building for 

easier access; signs have been posted throughout the building to alert staff and 
clients to their locations. 

o Duct tape used in the dining area to ensure line ups are social distancing during 
meal times. 

o Meal times are being staggered to reduce the number of people dining at the same 
time. 

• Willowdale Welcome Centre – Building B: 
o The property where the Willowdale 

Welcome Centre is located is comprised of 
two separate buildings; in March, we 
gained access to the second building 
(Building B) to set up a new shelter of 45 
beds. 

o This was the first of the shelters to apply 
the new social distancing measures: each 
bed had partitions installed on three sides; 
other safety protocols like hand-sanitizing 
stations, floor marking for social distance, 
clearly marked spacing for property social 
distancing, as well as information literature posted throughout. 
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To:  Homes First Society Board of Directors 
From: HFS Communications Committee 
Subject: HFS Communications Committee Update 
Date:  May 12, 2020 

Recommendation(s):  

That the Homes First Style and Internal Communications Guide be shared for 
information.  

Meeting date: April 30, 2020 

Present: Jeremy Roach, Shelagh O’Donnell, Mike Heinrich, Amie Tsang, Hania Ahmed 
(Communications and Community Engagement Coordinator), Daphna Nussbaum (Special 
Projects Coordinator). 

COMMUNICATIONS COMMITTEE UPDATE: 
• The Communications Committee received an update from the Communications and 

Community Engagement Coordinator with regards to Homes First’s response to COVID-
19 and subsequent media coverage. 

• The Communications Committee reviewed and made changes to the Style and Internal 
Communications Guide. 

• The Special Projects Coordinator will work on an External Communications Protocol 
document. 
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HFS BOARD OF DIRECTORS’ ACTION ITEM TRACKING 
Updated prior to the May 12, 2020 Board of Directors’ Meeting 

 
DATE 
DUE ITEM/TASK 

RESPONSIBLE FOR 
ACTION 

DATE 
ASSIGNED NOTES 

1.  May 12, 
2020 

The portfolio dashboard will be 
updated to include an additional 
column to for the building’s square 
footage in preparation of the 
Committee’s review. 

HFS Management & 
HFS Portfolio 
Committee  

September 
24, 2019 

 

2.  April 14, 
2020 

Review and update the Homes First 
Style & Communications Guide. 

HFS Communications 
Committee 

October 
29, 2019 

• The Homes First Style & Communications Guide 
has been reviewed and updated by the HFS 
Communications Committee and is being 
brought back to the Committee for further 
review. 

3.  May 12, 
2020 

The HFS Portfolio Committee will 
perform a post-mortem analysis of the 
purchase and sale of the Lawrence 
property (lessons learned, as well as 
recommendations to avoid any similar 
situation moving forward) which may 
be used to improve the Risk 
Management Policy. 

HFS Portfolio 
Committee 

August 27, 
2019 
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To:  Homes First Society Board of Directors 
From:  Patricia Mueller, Chief Executive Officer 
Subject: HFS Chief Executive Officer’s Update 
Date:  May 12, 2020 

Recommendation:  
 That this report be received for information. 

Background: 
At its meeting on November 30, 2010, the Performance Measures Task Team’s proposed HFS 
Performance Measures to be used for this and future reports was approved. (The approved HFS 
Performance Measures appear in italics.) 

1. Financial sustainability: 
• The cost per bed for shelters and the cost per unit of housing, measured by month and 

annually, is within the amount provided for by funders. 

 
Number 
of Units 

Total cost 
as of March 

31, 2020 

Year-To-
Date Cost 
per Unit 

Current 
Monthly 
Cost per 

Unit 

Average 
Monthly 

Cost 

Average 
Monthly 
Cost per 

Unit 
Savards 30 318,819 10,627 10,627 106,273 3,542 
Strachan 88 579,940 6,590 6,590 193,313 2,197 
St. Clair 90 509,942 5,666 5,666 169,981 1,889 
Kennedy 90 745,635 8,285 8,285 248,545 2,762 
CAMH 15 70,419 4,695 4,695 23,473 1,565 
City SHU 174 762,077 4,380 4,380 254,026 1,460 
Shuter 77 153,534 1,994 1,994 51,178 665 
Managed 
Properties 48 43,087 898 898 14,362 299 

SDL 275 242,989 884 884 80,996 295 
Bathurst-
Lake Shore 200 1,891,323 9,457 9,457 630,441 3,152 

Bathurst-
Lake Shore 
Respite 

50 574,436 11,489 11,489 191,479 3,830 

Willowdale 250 2,076,668 8,307 8,307 692,223 2,769 
Note: The City has not established a unit cost for beds or units. 
Column: A B C D E F 
Calculation 
formulas: 

  B÷A=C Current 
Month B – 
Previous 

Month B ÷ 
A=D 

B÷(Number 
of 

Months)=E 

E÷A=F 
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• The financial report at year end shows that there is no deficit. 
• There was an operating surplus as of March 31st of $236,790. This surplus was 

contributed by Savard’s, $9,014; Strachan, $2,991; Kennedy, $21,077; St. Clair, $13,668; 
Sec78, $24,621; Willowdale, $66,543; and Bathurst-Lake Shore, $111,882 in both the 
shelter and respite program. There is a deficit in the FUSS and SDL programs of $7,979 
and $24,718 respectively. 

• As of April, clients from Savards will be transferred to Strathcona Hotel Program and 
there will be a total of 97 rooms for our client. The funding at Savard’s will therefore be 
redirected to the hotel program. 

• Monthly accounts receivable by site as of April 30, 2020 (Monthly arrears, vacancies, LTB 
applications, evictions): 

Site U
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Bellevue 28 28 1,019 829 190               
Brandon 5 5                    
Huron 10 10 542 445 97               
Jarvis 24 24 13,851   13,851               
Meegwetch 64 64 2,808 484 2,324 3             
Northcote 6 5 667 385 282             1 
Pleasant Manor 16 15 51   51             1 
Sheila Miller 22 22 155   155               
Shuter 77 71 2,216 596 1,620             6 
140 Spadina 7 7                    
164 Spadina 6 6                    
Strachan 83 79 479   479             4 
Vaughan 29 28 6,083   6,083 2           1 
Wales 5 5              1     
TOTALS 382 369 27,871 2,739 25,132 5 0 0 0 1 0 13 
Account Receivable Notes: 
• Arrangements for repayment agreements with residents in arrears for the amount of $9,356 

have been made. 

2. Safe and comfortable buildings: 

• All projects identified as top priority projects in building condition audits and included in the 
approved capital budget are completed within 2 years of budget approval. 

• 90% or better of authorised work orders are completed within the following timeframes: 
o The highest priorities, including broken pipes, broken down doors, broken locks, etc., are 

completed within 24 hours. 
o Broken windows, plugged toilets, appliance breakdowns, for example, are completed 

within one work day. 
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o Regular maintenance (such as replacing light bulbs, drywall repairs in common areas) 
are completed within five working days.  

o Unit turnovers are completed within 30 days within housing, and 5 working days at 
Strachan House. 

o Pest control work orders are scheduled as negotiated with client. 
o In addition to the above, planned inspections are conducted on the planned date, or on 

the next business date in the case of staff illness. 
o Contracted work is completed as negotiated with contractor. 

Priority Repair Record: 
In March, the focus of the Property Department was to respond to daily changes to the 
work environment throughout the portfolio. (Please see “4.B. - HFS CEOs Covid-19 Update” 
for details.) 
Productivity has been impacted by delays in delivery, as well as further delays when it was 
necessary to find new sources and pick up supplies in person; in addition, some supplies 
are simply not available. 
Understandably, the extra work and restrictions has had an impact on the speed in which 
we are able to complete work. 

Priority 1 Calls: 
For example, lock replacements, doors broken into, and temperature control issues, 
electrical, lighting, floods from burst pipes, unit fires, and window problems at Strachan 
House. 
• March: 
 Of the 14 Priority 1 calls, all were completed within the same business day 

representing a 100% completion rate for this priority. 
• April: 
 Of the 20 Priority 1 calls, all were completed within the same business day  

Priority 2 Calls: 
For example, cutting keys, buzzer systems, door closers, some minor plumbing issues, 
clogged drains. 
• March: 
 Of the 80 Priority 2 calls, all were completed within 24 hours for a 100% completion 

rate. 
• April: 
 Of the 92 Priority 2 calls, all but 10 were completed within 24 hours for an 87% 

completion rate. 

Priority 3 Calls: 
For example, patching of drywall, minor plumbing, and kitchen cabinet repairs, bulb 
replacement, and appliances repair. 
• March: 
 Of the 156 Priority 3 calls logged, all but 21 were completed within four weeks for a 

87% completion rate. 
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• April: 
 Of the 107 Priority 3 calls logged, all but 35 were completed within four weeks for a 

67% completion rate. The 35 outstanding are result of parks on backorder and are 
not directly affecting any residents. 

Priority 4 Calls: 
For example, monthly fire inspections, preventative maintenance checks, and generator 
testing. 
• March: 
 Out of 28 preventative maintenance events, all were completed for a 100% 

completion rate. 
• April: 
 Out of 28 preventative maintenance events, all were completed for a 100% 

completion rate. 

Unit Rollovers: 
• March: 
 Of the 1 unit rolled over, work was completed for a 100% completion rate. 

• April: 
 Of the 2 units rolled over, all were completed for a 100% completion rate. 

Pest Control and Hoarding: 
• March: 
 None. 

• April: 
 7 unit inspections took place which resulted in no clutter interventions and two 

bedbug treatments. 
 47 shelter bed bug treatments were completed. 

Willowdale Welcome Centre – Building B: 
 The property where the Willowdale Welcome Centre is located is comprised of two 

separate buildings; in March, we gained access to the second building (Building B) to 
set up a new shelter of 45 beds. 

3. Effective program/service delivery: 
• Number of referrals by month to outside agencies etc. that can help residents. 
• Number of ongoing supports. 
• Number of group activities and number of participants in each. 

Please see “4.B. - HFS CEOs Covid-19 Update” for details of the organization’s response to Covid-
19. 

Many health care providers and harm reduction locations are closed and treatment centers are 
not taking any new referrals, therefore clients are not able to go into treatment for the 
foreseeable future. 
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Non-24 Hour Housing Service Delivery: 
• April: 

o In April, there were a total of 186 active case management files. 
o There were 58 referrals to outside agencies. 
o No events or group activities took place as per Toronto Public Health and City of 

Toronto directives. 
o There were 2 eviction prevention interventions (i.e., rent arrears, unit clean up, and 

pest control assistance). 
o 23 stabilization supports were provided (i.e., pest control assistance and facilitating 

mediation between residents). 

Shelters – Service Delivery: 
• Kennedy: 

o April: 
 The shelter capacity has been decreased from 90 beds to 47; lower level 

occupancy is 15, upper level occupancy is 32. 
 The Intensive Case Management team continues to conduct assessments. The 

team utilizes various tools such as; case planning, goals, referrals, housing 
supports, legal services, adult education programs, counselling services, income 
support (OW/ ODSP) volunteer programs and job training. 

 The Intensive Case Management team assisted our residents by providing 24 
referrals to public supports and internal/external agencies. 

 4 residents obtained housing and received stabilization supports. 
• Savards/Strathcona Hotel: 

o April: 
 All of the staff and most residents have been relocated to the Strathcona Hotel 

Program. This program is in partnership with the City. The residents of Savards, 
who were not relocated to the Strathcona Hotel, were relocated to Kennedy or 
Bathurst Lake Shore. 

 In order to ensure social distancing, each client has their own hotel room, which 
includes a private bathroom; Homes First is in charge of certain floors (totaling 
100 rooms) which are composed of the Savards, St. Clair, and Bathurst-Lake 
Shore residents. 

 On April 15th, the Strathcona Hotel Program opened in response to Covid-19. 
This program was designed as an alternative to dorm setting shelters in effort to 
achieve the required social distancing. 

 In addition to these preventative measures, the Hotel Program provides 
environmental benefits for clients such as increased safety, immediate access to 
resources (i.e. phones) and the opportunity for clients to successfully maintain a 
self-contained unit. 

 We have been working with our community partners (such as Parkdale West 
Community Centre) to ensure clients are receiving options for harm reduction 
kits; we are also exploring the possibility of providing mental health supports for 
clients who may struggle with loneliness and/or isolation as a result of both 
social distancing protocols and self-contained units. 
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 Management and staff have been holding weekly floor meetings to address any 
issues within our community and/or between clients living on the same wing. 
These meetings also provide an opportunity for staff to communicate any 
updates regarding processes, protocols, or changes. 

 Weekly inter-disciplinary meetings have been organized so that each stakeholder 
involved in the Hotel Program can touch base regarding any concerns. These 
meetings have proven to be very useful with regards to general operations and 
continuity of services. 

 As a thank you for our frontline workers, Kitchen 24 provided staff with 
approximately 50 meals from Paramount Foods which were extremely 
appreciated. 

• St. Clair Shelter: 
o April: 
 The shelter’s capacity has been decreased from 90 beds to 45 beds. 
 During the month, the St. Clair shelter had a total of 85 clients. 
 The Intensive Case Manager was transferred to the program at the Willowdale 

Welcome Center in order to provide Case Management a continuity of support 
to the residents who were relocated from the St. Clair Shelter. 

 The Shelters Housing Help Worker was on a leave of absence. 
 The Life Skills Worker continues to work with residents on an individual basis, 

with physical distancing measures in place. 
• Strachan House: 

o April: 
 The Personal Support Worker assisted tenants 84 times through the month of 

April, offering support around laundry, light housekeeping, life skills, and 
personal hygiene. 

 The Intensive Case Management Worker assisted 31 tenants, including supports 
related to health, finances, appointment accompaniments, coordinating Personal 
Support Worker services, and activities of daily living, facilitating phone 
interviews for supportive housing, and assisting residents in connecting with 
their parole officers. 

 One new client moved into our shelter program. 
 One resident passed away while in the hospital (cause of death was not Covid-

19). 
 4980 meals were served; 21 cultural meals were made; 35 dietary specific meals 

and 49 different tenant meal requests were served. 
 43 tenants participated in 2 ice cream socials, and 8 tenants attending the Dinner 

and a Movie Night event.  
 In April, a newly hired Life Skills Worker began working at Strachan; she has 

connected with 6 residents to update consent, has provided personal care 
prompts, coordinated discharge planning for a tenant in hospital, and has begun 
referral for a trusteeship program. 

 A team from Women’s College Hospital conducted a mass coronavirus testing of 
all residents, staff, and cleaners at Strachan House. In addition, some of the 
regular guests were tested. 

HFS Board Agenda & Materials - 28 of 52



 

Page 7 of 12 

 Through the remarkable efforts of management and staff working over an entire 
weekend, nearly every resident consented and we are thrilled to report that the 
results were 100% negative. 

• Bathurst-Lake Shore Shelter: 
As a thank you to our staff, KFC provided a boxed lunch for all staff on site one day 
during the month. 
The Toronto Human Society organized a pet-food drive to assist our residents who 
have pets and who may struggle to enter stores due to long line-ups. Donations 
included 23 bags of cat food, 13 bags of dog food, and 9 bags of cat litter. 
o April: 
 As of April 24th, the total beds (including the respite) have been reduced from 

275 to 229 in order to provide the clients with greater amounts of social 
distancing in the shelter; lower level, 68 beds; couples floor, 48 beds for an 
occupancy of 84; co-ed floor, 77 beds. 

 Couples Floor: 
• The Couples Shelter had 212 unique residents and the Intensive Case 

Management team assisted our residents by providing 141 referrals to public 
supports, external agencies, and services. 

• Eight residents moved into long-term housing with our program’s assistance. 
• The Intensive Case Management Team administered 24 “Service, Triage 

Support, and Screening Tool” interviews. Case Management interactions 
included case planning and goal assessments, referrals for income and 
housing supports, connecting residents with various health care providers, 
legal services, education programs, and counselling. 

• Some of the month’s referrals and supports included: 
o 2 Furniture Bank referrals. 
o 2 residents received assistance with their last month’s rent and new 

furniture through the Housing Stabilization Fund. 
o 4 of our (current and/or former) residents were approved for income 

assistance and will receive rental supplementation through the Toronto 
Housing Allowance Program. 

o 16 of our “housing ready” clients were relocated to the hotel program to 
improve the Respite’s social distancing, as well as support short- and 
long-term case planning. 

o 11 housing applications were completed. 
o 24 referrals were provided for assistance with private market rentals. 
o 13 referrals were provided for income supports, including social 

assistance, senior’s income, employment insurance, taxes, and banking. 
o 7 referrals were provided for employment assistance, job readiness, 

training support, and skill building. 
o 18 referrals were made for mental health and wellness, as well as 

.substance use and harm reduction supports. 
o 8 referrals were provided for primary/physical health care referrals, 

nursing, and medication. 
o 6 referrals were provided relating to pregnancies. 
o 4 referrals were made for education related programming. 
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o 10 referrals were made for identification supports. 
o 4 referrals were provided to immigration and refugee assistance 

programs. 
o 2 referrals were made for in-community recreational & social 

engagement supports. 
o 6 referrals were made for legal and justice supports. 
o 2 referrals were provided for food and/or clothing bank supports. 
o Our team accompanied residents out into the community a total of 6 

times. 
 Co-Ed Floor: 

• The Co-Ed floor had 146 active case files and staff made 69 referrals to 
external agencies this month. 

• The Intensive Case Management team supported 89 residents and 
performed 11 “Service, Triage Support, and Screening Tool” interviews. 
Activities included case planning and goal assessments, referrals for income 
and housing supports, connecting residents with various health care 
providers, legal services, connection with landlords, education programs, 
and counselling.  

• 4 residents were successfully housed. 
• 4 connections with landlords were made and 8 housing applications were 

completed. 
• The team also accompanied 4 clients into the community.  
• Most group and volunteer-led activities were brought to a halt, with the 

exception of the following where we were able to maintain a minimum 6 
feet between participants: 
o Neighbourhood sharps pick-up, 3 volunteers; 
o Bingo ran twice and had a total of participants; 
o Arts and Crafts, 8; and 
o Karaoke ran twice and had a total of 18 participants. 

• The Community Engagement and Programming Coordinator is exploring 
over-the-phone counselling sessions for clients, as well as video yoga 
program. 

• Parkdale Queen West Community Health Centre continues to hand out harm 
reduction kits to residents, however, is doing so in the parking lot. 

• Bathurst-Lake Shore Respite: 
o April: 
 The Respite (lower) floor had 68 active case files and staff made 69 referrals to 

external agencies this month. 
 Residents of the Respite number amongst the participants of the Shelters’ 

programs (listed above). 
 3 residents obtained housing. 
 10 residents were relocated to the Strathcona Hotel program. 
 While activities have been curtailed due to service providers’ closings, the 

following referrals were made: 
• Legal aid, 1; 
• Financial assistance, 15; 
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• Housing referrals, 12; 
• Identification replacement, 3; 
• Mental health and substance use supports, 11; 
• Medical health, 7; and 
• Employment. 

• Willowdale Welcome Centre: 
o April: 
 The current shelter capacity has been reduced and is now 176 residents. 
 The Intensive Case Management team continues to conduct assessments. The 

team utilizes various tools such as; case planning, goals, referrals, housing 
supports, legal services, adult education programs, counselling services, income 
support (OW/ ODSP) volunteer programs and job training. 

 The Intensive Case Management team assisted our residents by providing 15 
referrals to public supports and internal/external agencies. 

 28 residents obtained housing and received stabilization supports. 
 2 residents began employment. 
 5 residents volunteered. 
 32 residents applied for their immigration work/study permits. 
 22 residents followed up or inquired of their status with Immigration, Refugee 

Citizenship Canada. 
• Assertive Follow-Up Support Services Pilot Project (External Services): 

o Due to the corona virus pandemic, the follow up supports team is currently working 
from home and connecting with our clients through email and phone to provide as 
many supports as possible. 

o The team has been directed to avoid meeting clients in person, to not do any home 
visits to stay compliant with public health rules about social isolation. 

• Addiction and Life-Skills Program (St. Clair and Kennedy Shelters): 
o Staff is offering one-one-one counselling services over the phone as to comply with 

social isolation rules. 
• Harm Reduction in Supportive Housing (Jarvis, Meegwetch, Shuter, and Strachan): 

o This program’s funding was in its las phase in March; as all activities ceased during 
that month, we have connected with our funders to see if this program might be 
extended post-pandemic. 

4. Increased staff productivity: 
• Training plans are developed for all employees and are carried out over the year; all 

employees pass the tests following in-house training. 
• April: 

In response to the Covid-19 pandemic, the Human Resources Department has moved 
employee training courses online where possible. Training courses that are not 
available in an online format have been postponed. 
The following is the name of the training, followed by the number of employees who 
have completed it: 
o Back Safety and Injury Prevention, 21; 
o Blood borne Pathogens, 14; 
o Fire Extinguisher Basics, 19; 
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o Fire Safety, 21; 
o First Aid – Fundamentals, 18; 
o Ladder Safety, 19; 
o Materials Handling, 6; 
o Office Safety, 19; 
o WHMIS 2015, 16; 
o First Aid – Soft Tissue Injuries, 17; 
o Hand Safety, 21; 
o Hazardous Waste Management, 14; 
o Slips, Trips and Falls, 7; 
o New Hire Orientation, 3; 
o Assertive Communication, 5; 
o Food Handler Certification, 12; 
o Communicable Diseases, 9; 
o Shelter Standards, 8; 
o Worker Health and Safety Awareness in 4 Steps training through the Ministry of 

Labour, 6; 
o AODA – Comprehensive Course, 13; 
o Keep it Professional – Telephone, Email, and Social Media Etiquette, 12; 
o Customer Service Excellence, 12; 
o Safe Lifting, 12; 
o Mastering the Art of Email Writing, 12; 
o A workshop on Methamphetamine: The Basics, 9; 
o A workshop on Methamphetamine: Supporting People Who Use, 7; 
o Refresher training on the Homes First orientation package, 1. 

• Staff turnover rates (number of resignations, vacancies, and new hires) and absenteeism 
are monitored to ensure appropriate policies are in place to encourage productivity. 
• Due to Covid-19, we have moved our interviews online. We are still able to maintain 

the same criteria for interviews utilizing Zoom. Furthermore, we have also utilized 
Zoom for our new staff orientation sessions. The Assistant Manager of Human 
Resources provides a full day of online e-learning to new staff in place of our previous 
in-person sessions. 

• April: 
o Staff Turnover: 4 Relief Community Shelter Workers. 
o Vacancies: 21 Community Shelter Workers; 12 Weekend Contract Community 

Shelter Workers; 1 Intensive Case Management Worker; and 1 Housing Help 
Worker. 

o New Hires: 14 Relief Community Shelter Workers; 8 Community Shelter Workers; 1 
Contract Life Skills Worker; 2 Weekend contract Community Shelter Workers; and 1 
Human Resources Administrator. 

o 13 Relief Community Shelter Workers are currently on leave of absence. 
o 16 fulltime staff and one part-time staff are currently on leave of absence. 
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• The number of grievances monitored for potential liability and levels of liability involved. 
• As of the end of April, there were five outstanding grievances, of which all are non-

monetary; however, there is a possible cost of arbitration. 

5. Community Engagement and Volunteer Program: 
• All regular volunteer events, programing, as well as volunteer and student commitments 

have been cancelled or postponed as a result of the pandemic. 
• The focus of the Community Engagement and Volunteer Program has been on the 

coordination of receiving gifts-in-kind, especially Personal Protection Equipment. 
• Donations have included: 

• Over 1,300 reusable masks, 4000 disposable masks, 22,000 gloves, 12L of hand sanitizer, 
and 250+ face shields. 

• Paramount Fine Food has provided 40 pre-packaged meals per-day until the end of 
Ramadan to those fasting and in quarantine at the Willowdale Welcome Centre. 

• An individual from the Willowdale Interfaith Coalition has also donated a large amount 
of snacks to those fasting in quarantine for Ramadan. 

• ResQ has partnered us with Mad Radish to provide meals for the day (May 7th) to all the 
staff working at the Willowdale Welcome Centre. 

• Professional mental health volunteers (one per location) are available vie phone to the 
residents of the Bathurst-Lake Shore Shelter, Willowdale Welcome Centre, as well as 
Bellevue via phone. 

• The Upside Foundation has donated $5000 to HFS for Personal Protection Equipment 
and Covid-19 relief. 

• On May 4th, Kitchen 24 is donating a meal to all of the staff working shifts at the 
Bathurst-Lake Shore, Strachan, St. Clair, and Kennedy Shelters. 

• Twice in April, 3-5 residents of the Bathurst-Lake Shore Shelter have picked up garbage 
around the Shelter, as well as in surrounding areas and parks. 

• Framework and a volunteer pool has been put in place for a long-term collaboration 
with Road to Zero Waste for the establishment of “community fridges” of free food for 
the residents of Meegwetch and Shuter; the program will be postponed until the lifting 
of the Covid-19 precautions. 

Staff Absenteeism – Average Number of Sick Days per Individual 

Employees April Average 
2020 

Year-to-date 
12 Month 

Average for 2019 
Unionized Employees (108) 1.50 1.14 0.83 
Non-Unionized Employees (16) 0.71 0.69 0.69 
Management (38) 0.84 0.63 0.66 
All Staff (162) 1.32 1.30 0.78 

Note: The number in brackets in the employee category indicates the number of persons 
currently in that category. 
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6. Toronto Community Housing Rooming House Project (April): 
• In April, staff have been primarily working remotely, checking in with residents regularly by 

phone, and conducting weekly in-person check-ins at most house. 
• We are providing overnight security at one of locations as guest traffic has become an 

issue. 
• The food bank is closed but prepared meals are available every Tuesday and Friday with 

over 100 tenants participating  
• We have been receiving fresh fruit and vegetable baskets every Thursday donated from St. 

Jamestown. 
• We have identified an in-house tenant representative for the program in each house; this 

includes a daily or every-other-day check in; the in-house tenant picks up meals for their 
house on Tuesday and Fridays, and had been selected by other tenants as someone they 
feel they can talk to. 

• Delivery of food baskets to All Saints continues, as well as providing remote supports to All 
Saints clients. 

• Weekly screenings of all tenants for Covid-19 symptoms with protocols provided by 
Toronto Public Health are being conducted; we have distributed information packages on 
Covid-19, including how to wash hands, use hand sanitizer, self-isolate, etc. 

• “Hygiene” Covid-19 kits have been created; the kits includes hand sanitizer, gloves, mask, 
disinfectant and wipes, and soap. 

7. Health & Safety: 
• Homes First Society is required by the Ministry of Labour to conduct monthly inspections 

of every building that is a workplace for more than six people. This means that inspections 
are required at our three shelters and Shuter. Although not required by legislation, an 
annual inspection is conducted at all of our other buildings as well. The legislation also 
prescribes that inspections be carried out by both Supervisors and a Health and Safety 
Worker Representative. From time-to-time, the Worker Representative does not complete 
their inspections; management’s remedy is to work with the union to ensure this is done, 
although this is not always effective or timely. 
• In April, there were two WSIB claims regarding staff contracting Covid-19. 
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To:  Homes First Society Board of Directors 
From:  Patricia Mueller, Chief Executive Officer 
Subject: HFS Chief Executive Officer’s Responsive Programming Update 
Date:  May 12, 2020 

Recommendation:  

 That this report be received for information. 

Background: 
This report is an update of reports provided in previous years. Much of the information 
contained remains unchanged; however, this report does include updates where changes have 
been made. 

Comments: 

There are some key program metrics that are shared with the Board as part of my regular Chief 
Executive Officer’s update. In 2010, the Board of Directors engaged a consultant to establish the 
key measures required by the Board for their oversight of the organization. The HFS 
Management Team uses additional measures to evaluate our programing to ensure we are 
enhancing the quality of life and the stability of our residents. 

For the purposes of this report, the focus is on client services and not services provided by the 
Property Department as part of their property maintenance activities (these measurements are 
provided as part of a separate report to the Board); however, it should be noted that keeping 
property in good condition enhances the quality of life of our residents as well. 

As noted to the Board in the past reports, program metrics are based on the City of Toronto’s key 
performance indicators. All of our client services start with a needs assessment and the collection 
of demographic information. We have recently greatly increased the demographic information 
being collected; however, this has met with resistance from clients and staff. We now have a 
database and case management system which facilitates data collection. 

Staff continue to find the collection of the demographic information sometimes derails the 
engagement process, particularly around topics such as the clients’ history with the justice 
system, HIV, as well as mental health and sexual orientation. Legally, we can only ask the client 
to self-identify, and as a result, we do not believe our demographic information is as accurate as 
it could be as many of our clients will not self-disclose out of fear or stigma. 

The analysis of programs is based on both quantitative and qualitative information. The 
management team’s experience has shown that there is a risk when we strive to measure and 
translate our services into metrics, that it can drive us away from the people-service aspect of 
our services. 

None of Homes First’s programs work in isolation; there is an inevitable overlap in many of our 
programs’ and hence, activities. 
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HOUSING PROGRAM: 
The supportive housing program is designed to support the hardest to house – those individuals 
with the fewest housing options. 

This program is funded with the main objective of homelessness prevention. Homes First 
provides a case management process to support our clients maintain housing, as well as to set 
and reach goals that will improve their quality of life on their terms. 

There are residents who declare they are unwilling to participate in case management, therefore 
the goal given to those residents is eviction prevention, as well as the expansion of client 
engagement in self-goal setting. 

There are also residents whose needs are so vast and complex, that we must bring in other 
expertise. Part of the housing workers’ role in these situations, is to act as a broker to support 
clients in accessing these services. The types of services for which we provide referrals include 
addictions, as well as medical and psychiatric needs. 

The housing performance indicators include: 

1. Households provided housing stabilization services: 
• Measures the number of households at risk of eviction provided with services to help 

them stay in their housing. 
2. Evictions avoided: 

• Measures the number of households at imminent risk of eviction who would 
otherwise have likely been evicted and become homeless without a service 
intervention, who were able to retain their housing. 

3. Households diverted from homelessness: 
• Measures the number of households at risk of homelessness who may otherwise have 

become homeless without a service intervention. 
4. Households maintaining housing: 

• Measures the percentage of people who receive ongoing housing supports who were 
assisted to maintain their housing for a specified period of time. 

5. Number of ongoing supports (active case management files). 
6. Number of referrals. 
7. Number of eviction prevention services. 
8. Number of activities and participants. 
9. Number of evictions. 
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Housing Program Performance Indicators: 

Homes First’s Housing Program works very well in supporting the hardest-to-house become 
stabilized. Of our 257 housing residents, 130 were facing eviction and our interventions were 
able to support 128 of those people maintain their housing. There were two evictions in 2019. 

Ninety percent of our clients regularly used our services. This means that the remaining residents 
are in the engagement process or the client has become stabilized. 

The number of eviction prevention services is measured per household as per the City’s 
definition. It should be noted that there may be several intervention services (i.e., letters, arrears 
agreements, pest/cleaning services) which represents a great deal of support of our residents. 

Although many of the measures have been newly adopted by the City, it is our assessment that 
our hands-on approach is supporting the quality of life of our residents. 

HOSPITAL TO HOMES PROGRAM: 

Homes First’s Hospital to Homes Program is designed to support residents formerly hospitalized 
for Schizophrenia by CAMH, to transition into permanent housing. This program included the 
hiring of Personal Support Workers, as well as the contracted services of a Registered Practical 
Nurse. 
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2014: 

103 102 242 81% 181 404 102 370/2849 1 

2015: 

109 108 262 87% 2465 532 108 555/4037 1 

2016: 

138 135 266 82% 2504 617 135 780/5419 3 

2017: 

144 142 266 84.5% 2705 804 144 382/4178 2 

2018: 

256 136 298 90% 3096 328 137 470/3389 1 

2019: 

235 128 296 90% 2254 357 235 458/2445 2 
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Much of the initial programming is in support of residents learning (or relearning) basic life skills 
of managing an apartment such as buying groceries, budgeting, meal planning, and cleaning. In 
addition, staff supported the clients’ integration within the building, as well as within the local 
neighbourhood. 

At the end of 2019, there were 33 residents in this program. 

Hospital to Homes Performance Indicators (2014-2019): 

*Supports included in Housing Program Performance Indicators. 

There continues to be a much higher community integration of the residents of Meegwetch as 
opposed to the residents of Shuter. At Meegwetch, of the fifteen previously extremely socially 
isolated residents, thirteen are now active in participating in the programs and activities offered 
at the site. One resident utilizes the Personal Support Workers for meal planning and shopping, 
and thirteen are working with the Personal Support Workers for the upkeep of their unit. 

It is our evaluation that this is an excellent program that supports clients in their recovery and 
quest to improve their quality of life. 

SHELTER PROGRAM: 
The Kennedy, Savards, and St. Clair Shelters are considered emergency shelters; Strachan House 
is a hybrid of housing and shelter. All of the shelter measurements are conducted at Strachan; in 
addition, a number of housing measurements are used to evaluate Strachan as well. 

The shelters’ performance indicators include: 

1. Emergency shelter (intake): 
• Measures the number of unique individuals admitted to shelter(s). 

2. Clients with completed needs assessment: 
• Measures the percentage of people who have completed a housing needs assessment 

within a defined timeframe. 
3. Average length of stay in shelter (a short length of stay indicates success in moving people 

quickly into housing and efficiently in turnover of beds to meet demand): 
• Measures average number of days per stay in shelter. 
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3 33 33 100% 15 3 33 24/130 0 
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4. Clients in shelter with housing plan (ensuring that all clients have a service plan in place is 
the first step to moving people quickly into housing): 
• Measures the percentage of people with a housing plan in place, within a defined 

timeframe. 
5. Long-term clients in the shelter system. 

Shelter Program Performance Indicators:  

 

# of Unique 
Individuals 
Admitted 

# of Clients With 
Completed Needs 

Assessment 

Average 
Length of 

Stay in 
Shelter (Days) 

% of 
Individuals 

with Housing 
Plan in Place 

# of Long-
term Clients 

in Shelter 
System 

Savards and St. Clair Shelter 
2014: 721 50% 39 40% 42 
2015: 560 55% 63 67% 45 
2016: 671 52% 50 55% 45 
2017: 636 53% 102 57% 81 
2018: 982 54% 43 59% 137 
2019: 891 55% 66 61% 111 

Kennedy Shelter 
2017: 549 60% 30 60% 40% 
2018: 496 58% 66 66% 111 
2019: 571 63% 61 70% 121 

Strachan House Shelter Clients* 
2014: 101 100% 14* 100% 0 
2015: 106 100% 14* 100% 0 
2016: 135 100% 14* 100% 0 
2017: 144 100% 14* 100% 0 
2018: 113 100% 14* 100% 0 
2019: 121 100% 14* 100% 0 

Bathurst-Lake Shore** 
2019: 1355 58% 73 55% 589 

*Strachan House Shelter clients are either moved on to alternate shelters or housing, or become 
tenants after 14 days. 

**The Bathurst-Lake Shore Shelter, located at 545 Lakeshore Blvd West, opened a 100 bed 
program for both men and women in April of 2019. At that time the building was shared with 
another organization operating a Winter Respite; when they relocated in May, a second program 
for couples was opened. Finally in November the City asked that Homes First add 50 beds to the 
basement for men. This shelter serves a heavily “street-involved” population and as such harm 
reduction and supporting clients with mental health needs are a particular focus of the program. 
Many clients have been homeless long-term. As part of the City’s enhanced shelter service model, 
this shelter has two teams of Intensive Case Management Workers to help residents with income 
supports, life skills, housing searches, etc. Primary health care is provided through once-a-week 
visits from an Inner City Health Associates physician. 
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The Kennedy Shelter serves an aging female population, the majority of which have deteriorating 
health and mobility. As a result, securing housing with the appropriate supports is very 
challenging. The Kennedy Shelter was chosen by the City of Toronto as one of five Shelters to 
pilot a new shelter service model that provides increased resources to hire staff with a focus on 
assessment, securing housing, programs, and community engagement. A partnership with Inner 
City Health Association provides primary health care with physicians on-site, once a week. 

All of Homes First shelter programs are excellent in dealing with clients considered by many to be 
the most complex of the shelter clients in the city. 

RESPITE PROGRAMS: 
As a result of our expertise in serving a very complex population and our success in running 
excellent shelter programs, we were asked by the City of Toronto to open a 105 bed respite 
program at 354 George Street in January of 2018. This was meant to be a 5-month program; 
however, the city asked us to continue operating the program well beyond that initial closing 
date, and it remained open until June of 2019. 

The George Street Respite served a heavily street-involved population made up of mostly men 
and couples. Most of the residents experienced chronic homelessness and dealt with profound 
addiction and mental health issues. As a result, harm reduction was a large part of our supports 
at this site.  

Towards the end of 2018, we were invited by the City of Toronto to open and operate a 200 bed 
respite at the Queen Elizabeth Building, which opened November 15. We found that the 
population at Queen Elizabeth was very similar to that of the George Street Respite. Funding was 
secured through the LHIN to provide health supports at both respites. This funding allowed for a 
partnership with Inner City Family Health to provide Personal Support Workers, Social Workers, 
Nurses, and Chiropodists. An additional partnership with Inner City Health Associates provides 
Physician care on site once a week. The “QE Respite” operated until April of 2019. 

In the Fall of 2019, the City approached Homes First to once again open a Winter response 
program, but this time one with a focus on refugees. The goal was to concentrate services into a 
program designed around the particular needs of newcomers, which would also create space 
within the system for “traditional” service users, which is clients dealing with issues of income 
instability, addictions, mental illness, etc. 

The “Willowdale Welcome Centre” opened its doors in mid-November with a team of workers 
assisting in finding housing, establishing incomes, and navigating the refugee system, along with 
support from settlement organizations such as Red Cross First Contact. Primary health care 
provided through once-a-week visits from an Inner City Health Associates physician. 

HFS Board Agenda & Materials - 40 of 52



 

Page 7 of 15 

Respite Program Performance Indicators: 

 

# of 
Unique 

Individuals 
Admitted 

# of Clients With 
Completed 

Needs 
Assessment 

Average 
Length of Stay 

in Shelter 
(Days) 

% of 
Individuals 

with Housing 
Plan in Place 

# of Long-
term Clients 

in Shelter 
System 

George Street Respite: 
2018: 1127 56% 30 62% 569 
2019: 648 56% 36 67% 300 

Queen Elizabeth Respite:* 
2018: 253 31% 29 33% 120 
2019: 322 30% 39 33% 139 

Willowdale Welcome Centre:** 
2019: 267 98% 44 99% 32 

HOUSING HELP WITHIN SHELTERS/RESPITES & LIFE SKILLS PROGRAM: 

This program assists residents with mental health issues to improve life skills and independent 
living skills. For many residents, staying at a Homes First shelter is the first step in breaking a 
years-long pattern of homelessness and marginalization. Our practice of “assertive tolerance”, 
doing whatever it takes to accommodate and support individuals with complex needs is the first 
step in stabilizing a client. 

This program also provides housing readiness and searching services, as well as transitional 
supports to residents of Homes First’s shelters. 

Staff prepare new intakes by assisting them in achieving basic housing readiness (income, 
identification, and financial stability), improving coping skills (life skills, activities of daily living), 
providing information on tenancy rights and obligations. Staff also assist clients in identifying and 
applying for appropriate housing. 

This program assists individuals in moving from that initial stabilization through a process of 
worker-facilitated exploration to identify optimum housing solutions and to work on the life skills 
and activities of daily living necessary to achieve their housing goals. 

Short-term impacts include clients achieving a basic level of housing readiness (income. ID, 
financial stability) and improving essential life skills and activities of daily living (personal hygiene, 
tenancy responsibilities, banking skills). Long-term impacts include clients moving into and 
maintaining successful tenancies, reducing the load on the shelter system, and improving 
personal health and life expectancies of our clients. 

The criterion for evaluating this program includes: 
• Number of clients (caseload). 
• Identification of type of housing client requires. 
• The number of life skill supports put in place. 
• Housing referrals. 
• Housing stabilization. 
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Housing Help Within Shelters & Life Skills Program Performance Indicators: 

 
# of clients 
(caseload) 

Identification of 
type of housing 
client requires 

# of life skill 
supports put 

in place 
Housing 
referrals 

Housing 
stabilization 

Kennedy Shelter: 
2016 (Dec.): 21 21 N/A N/A N/A 
2017: 560 560 140 840 108 
2018: 587 587 152 968 190 
2019: 571 571 220 903 189 
St. Clair & Savards: 
2014:  90  30  45  30 8 
2015:  97  41  49  41 12 
2016: 496 466 557 771 241 
2017: 787 684 562 950 502 
2018: 982 901 544 803 499 
2019: 891 891 499 809 489 
Strachan: 
2014: 76 76 76 n/a 76 
2015: 81 81 81 n/a 81 
2016: 135 135 135 n/a 130 
2017: 144 144 144 n/a 121 
2018: 113 113 113 n/a 106 
2019: 121 121 121 n/a 111 
George Street: 
2018: 1127 922 n/a 255 201 
2019: 648 387 n/a 113 108 
Bathurst-Lake Shore 
2019: 1355 1011 TBD 218 201 
Willowdale 
2019: 267 267 TBD 26 22 

The significant increase in the performance indicator totals previous to 2016 reflects 
improvements in our data collection methods, enabling us to improve our ability to keep, collect, 
and organize information. 

Our Housing Help and Life Skills Workers make a huge difference in improving the quality of life 
for the clients they serve. 
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MEAL PROGRAM: 
The meal program is distinctly different at Strachan than at St. Clair or Savards. In 2016, the 
Foundation secured funding for the creation of a Strachan Meal Program, enabling us to provide 
three meals a day to all residents at no cost to them. 

As Strachan is a hybrid shelter, there is not a requirement by the City of Toronto to provide 
meals; however, as we recognize the precarious nature of our residents’ health, particularly from 
mid- to end-of-month when they may be running out of money, the Meal Program now 
incorporates three meals a day for each resident of Strachan at no additional cost to the 
residents.  

All meals are planned using the Canadian Food Guide Standards, as well as that of Toronto Hostel 
Standards. Shelter residents are provided with three meals a day, plus snacks. In addition, Homes 
First shelters provide meals based on the demographic tastes of our residents when possible. 

The measurements utilized for Homes First’s shelters food programs, is the number of meals 
served. 

• 2014: There were 98,550 meals served at the Savards and St. Clair Shelter, in addition 
to 65,700 snacks served. 

• 2015: There were 105,924 meals served at the Savards and St. Clair Shelter, in 
addition to 70,616 snacks served. 

• 2016: There were 105,571 meals served at the Savards and St. Clair Shelter, in 
addition to 59,400 snacks served. 

• 2017: There were 103,605 meals served at the Savards and St Clair Shelters, in 
addition to 58,990 snacks served. 

• 2018: There were 104,635 meals served at the Savards and St Clair Shelters, in 
addition to 65,300 snacks served. 

• 2019: There were 104,635 meals served at the Savards and St Clair Shelters, in 
addition to 65,300 snacks served. 

• 2017: There were 98,550 meals served at Kennedy Women’s Shelter, in addition to 
32,850 snacks served. 

• 2018: There were 98,550 meals served at Kennedy Women’s Shelter, in addition to 
32,850 snacks served. 

• 2019: There were 98,550 meals served at Kennedy Women’s Shelter, in addition to 
32,850 snacks served. 

• 2014: There were 7,275 meals served at Strachan, which includes both meal club 
program and community meals. 

• 2015: There were 14,560 meals served at Strachan, which includes both meal club 
program and community meals. 

• 2016: There were 96,360 meals served at Strachan as a result of the newly created 
meal program. 

• 2017: There were 96,360 meals served at Strachan. 
• 2018: There were 96,360 meals served at Strachan. 
• 2019: There were 96,360 meals served at Strachan. 
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• 2019: There were 72,000 meals and 24,000 snacks served at the Queen Elizabeth
Respite.

• 2018: There were 101,787 meals served at the George Street Respite, in addition to
33,929 snacks served.

• 2019: There were 40,220 meals served at the George Street Respite, in addition to
12,311 snacks served.

• 2019: There were 173,000 meals served at the Bathurst-Lake Shore Shelter, in
addition to the 58,000 snacks served.

• 2019: There were 22,511 meals served at the Willowdale Welcome Centre, in addition
to the 7,300 snacks served.

In summary, over 542,200 meals and over 199,000 snacks were served to residents in 2019. 

From time-to-time, different community agencies and neighbours donate meals and food to 
Strachan, which is immediately distributed to the residents and has not been included as part of 
meal program numbers. 

Our food program is effective in serving the nutritional needs of our shelters residents. 

The Meal Program at Strachan has benefited the residents in terms of not only health and 
nutrition, but it has also provided social advantages as more residents have begun to eat 
together at mealtime in the main floor common area. 

HOARDING & HOUSEKEEPING PROGRAM: 

This program is a separately funded program designed to provide one-on-one and hands-on 
assistance to the residents of Strachan House. The support comes from one qualified full-time 
staff dedicated to address issues related to the residents’ units as well as the shared living space. 
The focus is on dealing with issues of hoarding, bed bugs, and other pest problems, as well as 
general housekeeping, which will include regular cleaning of the unit and washing of laundry; 
thus ensuring a safe, clean, healthy, and permanent home for those who are at the greatest risk 
of homelessness by directly alleviating the issues that often lead to eviction. 

The ability to support people with issues of hoarding, bed bugs, and other pest issues are 
paramount to our residents’ quality of life and health. Through this program we are able to 
increase the health and safety of those who are incapable of, or struggling with, performing 
these tasks on their own.  

Additionally, this program acts as an important tool for eviction prevention. Many residents are 
unable to maintain their housing due to excessive hoarding or extreme pest problems, others 
simply need some regular guidance and encouragement to maintain their units in a safe and 
healthy state. 

Hoarding & Housekeeping Program Performance Indicators: 

# of Residents Supported 
Type of Assistance Provided 2015 2016 2017 2018 2019 

54 67 67 59 78 Assistance of unit cleaning 
13 32 34 33 88 Units cleaned 
20 43 30 25 24 Units extreme-cleaned 
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# of Residents Supported 
Type of Assistance Provided 2015 2016 2017 2018 2019 

13 32 36 84 88 Housekeeping assistance 
25 43 33 41 39 Pest control preparation  
54 67 104 100 101 Assistance with laundry 

*This program began in mid-October of 2014. 

Before the implementation of this program, residents frequently did not adequately prepare 
their units for the pest control remediation to take place, resulting in delays, the potential for the 
problem to spread to other residents’ units, misused staff time, and the additional expense of 
the pest control contractors multiple visits. 

This program continues to be a huge difference in the quality of life and the ability to maintain 
housing for the residents of Strachan. 

COMMUNITY DEVELOPMENT PROGRAM: 
The Community Development program was developed to create programs for Homes First’s 
residents to engage in activities that promote well-being and social inclusion. Activities include 
providing workshops, educational seminars, and mentorship opportunities to promote 
knowledge and skill building for residents; also, to increase resident participation in community 
events and to provide opportunities for re-integration into the community. 

Going forward, our goal is to create a peer program that focuses on skill, personal, and financial 
development. 

The measurements for the Community Development Program include: 

• The number of formalized community partnerships. 
• The number of ongoing arts/wellness programs at sites across the agency. 
• The number of workshop series and educational seminars delivered at sites across the 

agency. 
• The number of Homes First residents participating in community events. 
• Resident satisfaction through qualitative and quantitative collection of information. 

Community Development Program Performance Indicators: 

• 2014: 17 formalized community development partnerships. 
• 2015: 21 formalized community development partnerships. 
• 2016: 23 formalized community development partnerships. 
• 2017: 24 formalized community development partnerships. 
• 2018: 27 formalized community development partnerships. 
• 2019: 36 formalized community development partnerships. 
• 2014: 22 programs: 

o 13 arts/wellness programs. 
o 9 educational seminars. 
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• 2015: 26 programs: 
o 16 arts/wellness programs. 
o 10 educational seminars. 
o 7 peer leaders leading writing and diabetes workshops. 

• 2016: 28 programs: 
o 18 arts/wellness programs. 
o 10 educational seminars. 
o 8 peer leaders leading writing and diabetes workshops. 

• 2017: 33 ongoing programs: 
o 18 arts/wellness programs. 
o 9 educational seminars. 
o 4 peer leaders leading writing and diabetes workshops. 

• 2018: 34 ongoing programs: 
o 6 creative writing/arts programs. 
o 11 health/wellness programs. 
o 17 educational workshops. 
o 6 peer leaders leading writing and diabetes workshops. 

• 2019: 20 ongoing programs: 
o 8 creative writing/arts programs. 
o 22 health/wellness programs. 
o 4 recreational programs 
o 8 educational workshops. 
o 2 religious workshops 

• 2014: 1,346 resident participants. 
• 2015: 1,481 resident participants. 
• 2016: 1,629 resident participants. 
• 2017: 1,075 resident participants. 
• 2018: 1,167 resident participants.  
• 2019: 2,402 resident participants. 

In 2018, our Community Development Coordinator was injured in October and was off due to 
that injury for the balance of the year which affected the numbers for 2018. 

VOLUNTEER PROGRAM: 
The Volunteer Program was developed to enable our residents to stay housed through an 
integrated two-way volunteer program at Homes First that get residents, neighbours, and donors 
engaged in their community. 

• The number of residents volunteering in the community. 
• The number of neighbours engaged in volunteering at Homes First. 
• The number of residents who benefit from services provided by volunteers at Homes 

First. 
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Volunteer Program Performance Indicators: 

 2015 2016 2017 2018 2019 
# of Weekly Programs Run by Volunteers 26 40 26 27  55 
# of Residents Volunteering In-House and In the Community 116 108 111 117  280 
# of Community Members Engaged in Volunteering at Homes 
First 359 405 385 416  925 

# of Hours Given by Volunteers to Homes First 3026 3370 3355 3579 7500 

From 2018 onwards, our focus has been on increasing the number of external volunteers and 
weekly programs at all of our locations. In 2019, the Community Engagement team grew with the 
addition of two new staff which has increased our engagement efforts throughout the entire 
organization. We’ve also put a stronger focus on engaging the surrounding communities and 
inviting them to partner and participate in our scheduled programming and events. 

COMMUNICATIONS PROGRAM: 
The Communications Program was developed to increase the sense of community among Homes 
First residents, as well as pride of place. Also to strengthen resident relations by the maintenance 
of a strong system of internal and external communications including policies and procedures 
that promotes information sharing and collaboration within the organization and a unified 
professional voice outside the organization. 

Measurements for this program include the number of newsletters distributed throughout the 
year, as well as the qualitative and quantitative feedback provided by our residents through 
questionnaires. 

Communications Program Performance Indicators: 

• 2014-2018: Twelve resident newsletters were produced annually. 
• 2014: Resident Surveys: 

o Three focus groups were conducted 
o 461 surveys were distributed across all 16 sites 
o 62% rise in survey response from 2013 

• 2015: Resident Surveys: 
o Six focus groups were conducted 
o 461 surveys were distributed across all 16 sites 
o 2% rise in survey response from 2014 

• 2016: Resident Surveys: 
o 479 surveys were distributed across all 16 sites 
o 24% rise in survey response from 2015. 

• 2017: Resident Surveys: 
o 569 surveys were distributed across all 17 sites 
o 17% rise in survey response from 2016. 

• 2018: Resident Surveys: 
o 732 surveys were distributed across all 18 sites  
o 4% rise in survey response from 2017. 
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• 2019: Resident Surveys: 
o 775 surveys were distributed across all 18 sites  
o 39% rise in survey response from 2018. 

ADDITIONAL PROGRAMS & SUPPORTS: 

Assertive Follow-Up Support Services (External Services): 

The Assertive Follow-Up Support Services Program began in March 2017, however, did not 
receive its first referral until April 2017. This program is funded through the City of Toronto and 
was originally funded as a one-year program; however, it has since been approved for renewed 
funding until April 2020.  

Assertive Follow-Up Support Services Indicators:  

Timeline 
January-

June 2017 
July-December 

2017 
2017 
Total 

2018 
Total 

2019 
Total 

Total Follow Up Support Clients  15 30 31 54 55 
Follow Up Support Workers 2 3 3 3 3 
Clients Discharged from Caseload - 1 1 14 12 
Clients Homeless and Receiving 
Supports  - 1 1 2 0 

In 2017, the number of clients referred to the program increased by 100% by the second half of 
the year.  

Addictions and Life Skills (St. Clair and Kennedy Shelters): 

This program started in April 2017, and is funded through the Scarborough Addictions Services 
Partnership Network (SASP), as well as CAMH. The Addictions and Life Skills Program was initially 
funded for a one-year pilot project; however, funding has been extended through to 2019. 

Addiction and Life-Skills Indicators: 

Timeline 
January-

June 2017 

July-
December 

2017 
2017 
Total 

2018 
Total 

2019 
Total 

Number of clients seen for one-on-one 
counselling  70 158 228 192 180 

Referrals to external services 11 41 52 96 76 
Group sessions (clients in group therapy) 8 30 38 48 52 

In 2019, the number of clients seen for one-on-one addictions and life skills counselling with the 
Addictions and Life Skills worker was 180. Sessions normally run 20-40 minutes and the goal is to 
provide support through a trauma-informed approach and help clients build goals pertaining to 
substance use and developing life skills. There were 76 referrals made to external support 
services in the community for the clients to participate in and supplement the services they are 
receiving. In 2019, 52 group sessions took place within the Kennedy shelter. The purpose of the 
groups is to provide a different type of access to substance-use and life skill supports, as some 
people feel more comfortable in a social setting. 
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Harm Reduction in Supportive Housing (Jarvis, Meegwetch, Shuter, and Strachan): 

This program began in September 2017, and is funded for three years through the Toronto Urban 
Health Fund (a division of Toronto Public Health). 

In 2019, we had a number of staffing gaps for this project; we continue to work with the funder 
to meet the project’s overall goals. 

• To employ one part-time Harm Reduction Worker for 15 hours/week for 32 weeks in 
year 1 and 22.5 hours/week in year 2 and year 3; 

• Employ a Program Supervisor for 9.38 hours/week each year for 3 years; 
• Recruit 6 Homes First Peer Workers for 4 hours/week in year 3 (it has become 

apparent that more time is required to identify suitable candidates); 
• Conduct a needs assessment at 4 housing sites to determine the unique needs at each 

site in year 1; 
• Develop a formal harm reduction policy document within Homes First in year 1 

(however, this took place in year 2); 
• Conduct 6 staff training on harm reduction strategies in year 1; 
• Provide 48 harm reduction workshops for residents and distribute harm reduction 

supplies at 4 housing sites each year in year 2 and year 3 (we are exceeding this 
throughout the Homes First portfolio); 

• Provide 5 one-on-one harm reduction mentoring session to residents each year in 
year 2 and year 3; 

• Recruit, train, and support 6 peers in year 2 (currently development); 
• Recruit 4 volunteer resident representatives each year in year 2 and year 3 (currently 

under development); 
• Provide one training session to 6 peers in year 3 (currently under development). 

Harm Reduction in Supportive Housing Indicators: 

This three-year program has separately defined initiatives for each year. The first year required 
the development of certain foundational pieces in order to run a harm reduction program within 
the agency. 

Progress Completed/In-Progress 
Harm Reduction Policy  Completed and approved. 
Staff Training Completed the required training for 6 staff. 
Needs Assessment at 4 housing sites Completed. 
Interview and train peers Under development. 

Please note that these indicators will changed in the second- and third-years of the program, as 
each year has separately defined initiatives. 
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Homes First Marketing and Communications Report  
 
Updates: 

• In April, multiple news organizations contacted Homes First for an interview, regarding the 
numerous positive cases of COVID-19 at the Willowdale Welcome Centre. All requests were 
forwarded to Chief Executive Officer Patricia Mueller and dealt with accordingly. 

• The week of April 20 was National Volunteer Week, a social media event celebrated by many 
charities and non-profits. As in previous years, stories and statistics about volunteer initiatives at 
Homes First were shared on social media channels. 

• Homes First has seen an uptick in donations, with 27 first-time donors between March 17 to 
April 28, as well as other organizations fundraising on behalf of Homes First. We attribute this 
rise to our increased presence in the news and mainstream media channels. 

 
Twitter Stats April 2020  

•  21 tweets in total 
•  26.9K impressions 
•  1,218 profile visits 

• 73 mentions 
• New followers: 47 

 

 
Facebook Stats April 2020  

• 21 posts in total 
• 19 new page followers 
• 724 page views 

• 9,272 reached via posts 
• 952 post engagements 
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