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Reporting to the Chief Executive Officer (CEO) and as a member of the Senior 
Leadership Team (SLT), the Chief Operating Officer (COO) provides leadership 
in managing all aspects of the tenant lifecycle, maintenance and repair, 
community support services and community safety. The COO will work towards 
incorporating the CARE values of the organization into the operational team and 
leading the organization towards its mission of providing clean, safe, and well-
maintained homes to our Tenants. The COO contributes to executive level 
decisions and oversees the operational performance of LMCH to set and drive 
goals to achieve our mission and vision. The COO will work closely with the CEO 
and the SLT in ensuring financial planning, costs, and reporting support internal 
and external requirements, including budgeting, forecasting, and analysis. 
We require a self-starter who can adjust to changing corporate priorities and will 
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explore a full range of options when implementing and articulating strategies 
for LMCH. The successful candidate must be able to work independently, 
provide effective support to the CEO and lead by example through hard work, 
dedication and perseverance. This leader should have a deep passion and belief 
that employee performance and tenant experience outcomes are driven by the 
sense of belonging they feel within their work or home environment. The COO 
is leader who leads with compassion empathy, humility, courage, and a high 
degree of emotional intelligence.  

• Lead the Operations Team to deliver on LMCH’s strategic plan, while 
optimizing resources and building strong relationships with our residents, 
communities and stakeholders. 

• Work Collaboratively with the SLT with the planning and implementation of 
corporate strategies, including fiscal management. 

• Create work plans to effectively execute short-term to long-term goals in 
collaboration with the CEO and SLT to drive operational and strategic goals. 

• Develop program and departmental budgets, advocate for effective funding 
that supports organizational priorities and provide value to the organization.  

• Coach and mentor staff, monitor staff performance and provide regular 
feedback and guidance on performance. Provide learning, training and 
networking opportunities as appropriate. 

• Continuously improve processes, including cost efficiencies, revenue 
optimization and tenant satisfaction. 

• Ensure compliance with legislative requirements related to the delivery of 
Social Housing, as well as LMCH policies and procedures. 

• Develop and implement risk management strategies for LMCH’s Operations 
Team, in collaboration with other SLT members, managers and employees. 

• Develop and implement key performance indicators and other benchmarks 
to assess the progress of strategic plans. 

• Address complex operational problems and recommend alternatives to 
improve policy and program delivery; work with the SLT to resolve 
operational problems that cross departmental lines. 

• Oversee LMCH’s Operations Team in meeting corporate targets with regards 
to service quality, cost efficiency, and adherence to budget. 

• Facilitate collaboration within the Operations team and throughout the 
Corporation to create consistent and efficient processes for employees and 
increase accountability in delivering exceptional customer service. 

• Represent, in an appropriate manner, the Operations team to external 
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stakeholders, including LMCH’s Board of Directors, Shareholder and Service 
Manager. 

• Develop and maintain effective relationships within the community and 
represent LMCH positively at tenant, community, or public meetings. 

• Lead and support community and stakeholder engagement projects in a 
positive manner. 

• Act in a fiduciary manner as an executive of LMCH and be responsible for 
those actions under the applicable Laws of Ontario, Canada and any 
professional accreditation/licensing body, as appropriate. 

• Effectively communicate key operational messaging to internal and external 
stakeholders, ensuring understanding and commitment to key operational 
initiatives.  

• Provide leadership to ensure that Safety and Wellbeing of Tenants and 
Employees are supported, in a complex social environment, while focussing 
on successful tenancies and customer service.  

• Provide leadership and support to the Tenant Experience Team to ensure 
that successful tenancies are maintained with a high level of customer 
service. Revitalize the Tenant Experience through collaboration and 
relationship-building with tenants, staff, external stakeholders and partner 
agencies.   

• Oversee and support the administration and improvement of the 
Organization’s Rent-Geared-to-Income (RGI) program, driving results and 
efficiencies while ensuring that focus is maintained on successful tenancies 
and customer service.   

• Ability to effectively Lead and Support a Multi-functional team (Building 
Operations Community Safety, Tenancy Support and RGI Administration). 
Working with specialist leaders and supporting success while achieving 
operational results  

• Other duties as assigned. 

 

• 

• Ten (10) years or greater of progressive experience in an executive or 
senior management capacity with demonstrated strength in financial and 
operational leadership. 

• Managing complicated and/or complex operations with multiple 
stakeholder interests, with preference for public sector or large non-profit 
experience. 
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• Creating and managing budgets and key performance indicators for a 
large organization with a demonstrated knowledge of fiscal 
management. 

• Implementing innovative long-term business strategies while 
simultaneously managing and optimizing day-to-day operations. 

• Process design, continuous process improvement and streamlining of 
operations for efficiencies and results. 

• Coaching and managing teams of staff, with evidence of leading high-
functioning teams and the ability to resolve conflicts between employees 
in a positive and respectful manner. 

• 

• Social housing, public infrastructure, building systems or real estate 
operations. 

• Landlord-tenant issues, operational/audit reviews and health and safety 
legislation. 

• Preparing and/or delivering reports to a Board of Directors, external 
stakeholders and/or political representatives. 

• Evidenced ability to write, present and articulate complex issues and 
ideas to a variety of stakeholders, to obtain results. 

• Negotiating contracts, managing risk, and legal compliance. 

• Customer service, or a public-facing role with the belief that the customer 
experience is paramount. 

• Effectively supporting and influencing employees in a unionized working 
environment. 

• Demonstrated experience with ERP systems, Office 365 and other 
productivity tools and software to effectively execute work and projects. 

• Thorough Knowledge of financial management and budgeting, including 
oversight and management of operational budget.  

• Thorough Knowledge of development, implementation and evaluation of 
Key Performance Indicators ensuring that corporate performance targets 
are achieved.  

• Working knowledge of coaching, management, performance 
management and leadership in large staffing group in a unionized 
environment.  
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