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Health & wellness
2658 supports offered to

Senior communities
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Gardening and Food 51
Security Workshops
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Participants in
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Social

Opportunities

e Potlucks

e Tech Support
e Crafts

e Cards

e Games

e Pool
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’t,, Tenant Services Team

NN\ Dundas Community Needs Assessment

LMA 0]

Awareness and Contact Methods

89% know how to contact Contact preference
Tenant Services « 70% in person on site
« 52% phone call
e 26% email
Knowledge & Use of CRW Services
69% know who the CRW is If CRW was on site o!aily: |
73% know what they can get help with » 65% use access in emergencies
23% would use daily or weekly » 34% daily or weekly

Most tenants feel comfortable asking for help, but would like to see:

« More office hours . Better promotion of CRW services

RECOMMENDATIONS FROM TENANT FEEDBACK

o “Meet your CRW" information sheet: name,
contact, office hours, available support

Continue CRW participation in building events

Review current office hours & consider
alternative schedule

16 In Person Surveys = 7 Digital Surveys

Responses =N
EI_
M= 5 Paper Surveys
= / P y




Support Services &
Community Development

Q
LM ok ||:|| Dundas Community Needs Assessment

Awareness and Frequency of CMHA Services

64% are unsure of supports 64% never use, or rarely use
offered or have trouble getting in their services
touch with staff

Community Connection

61% felt somewhat or very 39% felt no connection or
connected to their community prioritized their privacy

Desired On-Site Services
48% Daily living supports 48% Social connection & activities

48% Emotional well-being support

Program/Activity Interests

57% Health& Wellness 50% Social Events
46% Arts and Creative activities Curiosity about tenant-led events

RECOMMENDATIONS FROM TENANT FEEDBACK
° Improve awareness of CMHA Services:

o Share feedback with CMHA and encourage clearer
promotion of services
o Co-host a “Meet CMHA" event

° Faciliate social connections through community
meals, game nights, and themed events

0 Offer life skills and wellness programming

Pilot a Tenant Community Connectors group to help lead
and support events

30 ﬂ&g 6 In Person Surveys = 4 Digital Surveys

=N\
Responses a=)o . )
%; aper surveys
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’t,, Community Safety Unit

NN\ Dundas Community Needs Assessment

LMA 0]

Awareness and Comfort of Contacts
87% feel comfortable contacting CSU ~ 54% know how to contact CSU

or after-hours security during working hours
21% know how to make an 54 % know how to contact after-
anonymous report hours security

Perception of Safety and Experience with CSU
Daytime: 63% feel safe, 32% feel 56% have never reached out to CSU
uncertain or unsafe

Of those who did:

Nighttime: 33% feel safe; 31% feel « 23% had positive response
unsafe « 20% didn’t feel comfortable or

fell the issues weren’t resolved

Tenant Safety Concerns
82% drug use/ substance use in 54% noise disturbances
common areas

54% harassment or violence 46% break-ins and theft

RECOMMENDATIONS FROM TENANT FEEDBACK

“Meet your CSU” information sheet: name, contact,
office hours, available support

Create a visual info sheet for “When to call CSU vs
Police vs other Community Agencies”

Host regular safety info sessions or Q&As on rotating
topics; involve community agencies as needed

Promote the anonymous reporting process

39 = 2 Digital Surveys

Responses =N




Pest Management

Dundas Community Needs Assessment

Pest Prevalence
76% bed bugs 53% mice
68% cockroaches 5% report Nnot pest issues

Knowledge, Experience and Barriers
90% know how to report pests 29% are satisfied with treatment
63% always report 24% never received treatment

Barriers to reporting:
17% Shame/Judgement  10% doubt it will help /% Fear evuctuib

Treatment Communication and Prep Support

Communicating Prep: Barriers to Prep:
« 68% Written Guides . 20% Prep too hard

.« 68% Step by Step Instructions

) ) ) - 10% Not enough notice
« 34% Visuals- pictures, videos

RECOMMENDATIONS FROM TENANT FEEDBACK

Provide clear, multi-format prep instructions with a checklist and
simple steps

g Arrange a tenant group to review prep materials and offer feedback

Offer and promote onsite days where tenants can report issues to
o staff or receive an update on their service

O Supply CRW with sticky traps for people who report pest as an
interim measure while waiting for service

Gee

41 ﬂ&“ 15 In Person Surveys Z 3 Digital Surveys

Responses o
A= 23 Paper Surveys
5= per Survey
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’t,, Property Services

NN\ Dundas Community Needs Assessment

LMA Lo
Awareness & Comfort

67% know how to contact 91% know how to report a
Property Services maintenance issue during office hours

76% know how to report an after-

93% are comfortable asking for help . :
hours maintenance issue

Preferred Communication Methods
67% LMCH onsite office 65% Phone 34% Email

Barriers to Getting Help
54% had a negative past
experience

30% don't know what services are
available

28% have trouble getting in touch 12% don't trust the process

with staff

Frequency and Satisfaction of Maintenance Requests
70% had maintenance issues 72% were satisfied or very
in the past year satisfied with the outcome

RECOMMENDATIONS FROM TENANT FEEDBACK

o “Meet your Property Services Team” information sheet: name,
contact, office hours, available support

Offer and promote onsite days where tenants can report issues to
o staff or receive an update on their service

Explore ways to follow up with tenants after a repair is
complete and for tenants to provide feedback

43 ﬂ&“ 16 In Person Surveys Z 6 Digital Surveys

Responses
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Q2 Communications Update
TO: LMCH People, Service, and Housing Committee
FROM: Matt Senechal, Communications Manager
SUBJECT: Communications Update

DATE: August 5, 2025

PURPOSE:

The purpose of this report is to inform the LMCH People, Services, and Housing
Committee on communications updates.

RECOMMENDATION:

That the People, Services, and Housing Committee receive this report for information
and forward to the Board of Directors as an information item.

BACKGROUND:

LMCH is committed to providing quality, accessible, affordable, and sustainable
housing to the most vulnerable residents in our community. Our Communication
Team's work is crucial in supporting the organization's effective communication with key
stakeholders and in highlighting the outstanding work being done by LMCH staff to
tenants and the broader public.

Q2 Review:

Tenant Handbook

The updated Tenant Handbook was officially released to tenants in April 2025, with
copies distributed through May and June. A small print run was used to provide copies
to Community Relations Workers, new tenant households, and stakeholders for

feedback.

LMCH People, Service, and Housing Committee
August 12, 2025 192
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Positive reception included:

o Tenants at Tenant Talk events (Walnut and McNay) expressed excitement upon
receiving their handbooks.

o Staff also voiced appreciation for the updated and user-friendly format.

To improve accessibility, a new "Tenant Resources" section was added to the LMCH
website, which includes a downloadable PDF version of the handbook.

Content Creation

Reimagine Southdale Video (Journalistic-style)

A new project update video was created using a documentary approach. The video
features a walk-through of the building and interviews with the project manager,
providing context on the construction progress. Although produced in Q2, the video
was released in Q3.

Animated Explainer Series

The first animated explainer video was created, which, when released, will introduce
tenants to the concept of Capital Investment. As mentioned in the Q1 update, this
series aims to simplify complex policies and programs in an accessible and engaging
manner. The Communications and Capital teams are developing supporting website
content. Two additional videos are planned for release later in 2025.

Internal Staff Engagement Videos
A new video series was launched to boost morale by adding positivity and humour to
the workday. Staff feedback has been overwhelmingly positive, with requests for more
videos to maintain the momentum.

Media Relations
Media relations efforts in Q2 included:

e One proactive story: the public announcement of LMCH'’s new Chief Operating
Officer.

e Nine reactive media requests were fulfilled.
These efforts continue to reinforce LMCH's commitment to transparency and

responsiveness, ensuring that media coverage accurately reflects both the challenges
and progress.

LMCH People, Service, and Housing Committee
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Media Coverage - 2025 | 2025

Quarter Month Date Outlet Type LMCH Initiative Title Reporter Sentiment Link Property Notes
; ; . . Closed door meeting between i and . https://www.ctvnews.ca/london/article/closed-door-meeting-between-councillors-and-lmch- o . . ;
Q2 April April 11, 2025 CTV London Earned Media Board of Directors Daryl P Negative LMCH Organization Coverage of Q&A meeting for City Councillors.
LMCH cancelled after transparency concerns cancelled-after-transparency-concerns/
Councillors discuss efforts to fix this troubled https://www.ctvnews.ca/london/article/councillors-discuss-efforts-to-fix-this-troubled-public-
Q2 April April 24, 2025 CTV London Related to City of London Operations . . . Daryl Newcombe Neutral . R 122 Base Line Coverage of 122 Baseline update after audit report.
public housing building housing-building/
. Almost 70% of London's public housing is in . . https://www.cbc.ca/news/canada/london/almost-70-of-london-s-public-housing-is-in- o
Q2 May May 27, 2025 CBC London Earned Media Asset Renewal ) ) ) o Alessio Donnini Neutral LMCH Organization Coverage of the AMP.
disrepair, and the price tag to fix itis $110M disrepair-and-the-price-tag-to-fix-it-is-110m-1.7543852
Why is nearly 70% of London's public housin, https://\fpress.com/news/local-news/why-is-nearly-70-of-londons-public-housing-in-poor-
Q2 May May 28, 2025 London Free Press Earned Media Asset Renewal ) Y . y‘ ) ° P g Jack Moulton Neutral . . ¥ v P 8-In-p: LMCH Organization Coverage of the AMP.
in ‘poor’ condition? condition
. No Quick Fix: $110M gap to bring LMCH public https://www.ctvnews.ca/london/article/no-quick-fix-110m-gap-to-bring-lmch-public-housing- .
Q2 May May 28, 2025 CTV London Earned Media Asset Renewal . . " . Daryl Newcombe Neutral LMCH Organization Coverage of the AMP.
housing up to ‘good’ condition up-to-good-condition/
LMCH units in highest demand in Middlesex https://www.ctvnews.ca/london/video/2025/05/29/lmch-units-in-highest-demand-in-
Q2 May May 29, 2025 CTV London Earned Media Asset Renewal ¢ Daryl Newcombe Neutral " g LMCH Organization Coverage of the AMP.
County middlesex-county/
Most of the public housing in ‘very poor’
. o ) R https://www.ctvnews.ca/london/article/most-of-the-public-housing-in-very-poor-condition-isnt- o
Q2 May May 29, 2025 CTV London Earned Media Asset Renewal condition isn’tin London—it’s in Middlesex Daryl Newcombe Neutral LMCH Organization Coverage of the AMP. Same story as above, repackaged.
in-london-its-in-middlesex-county/
County
The $110M problem: How did London's social https://\fpress.com/news/local-news/the-110m-problem-how-did-londons-social-housing-
Q2 May May 30, 2025 London Free Press Earned Media Asset Renewal $ p . Jack Moulton Neutral P P - 8 LMCH Organization Coverage of the AMP.
housing stock get this bad? stock-get-this-bad
) . Q+A: London's new public housing chief " https://Ifpress.com/news/local-news/qa-new-chief-operator-at-lmch-brings-tenant-first- L
Q2 June June 16, 2025 London Free Press Earned Media Operations ) Jonathan Juha Positive LMCH Organization Coverage of the new COO.
operator has tenant-first plan approach
Parvovirus spreads among dogs in a London
Q2 June June 24, 2025 London Free Press Earned Media Community Partner . P . 8 dog Jonathan Juha Neutral https://Ifpress.com/news/local-news/parvovirus-dogs-london-housing-complex Wharncliffe Parvovirus Coverage.
housing complex, raising fears
. . Parvovirus outbreak at housing complex left . https://www.cbc.ca/news/canada/london/parvovirus-outbreak-at-housing-complex-left- . )
Q2 June June 24,2025 CBC London Earned Media Community Partner . | . B \ Matthew Trevithick Neutral Wharncliffe Parvovirus Coverage.
Londoner's dog 'knocking at death's door’ londoner-s-dog-knocking-at-death-s-door-1.7569747
City and agencies wrestled over tenant
) ) ) . . https://www.ctvnews.ca/london/article/city-and-agencies-wrestled-over-tenant-placements-as-| . . . "
Q2 June June 26, 2025 CTV London Earned Media Operations placements as public housing project became Daryl Newcombe Neutral 122 Base Line Continuation of coverage from April 24 story.
public-housing-project-became-one-of-londons-worst/
one of London’s worst
‘Worst nightmare’: Parvovirus outbreak hits
. . ; . . . . https://www.ctvnews.ca/london/article/worst-nightmare-parvovirus-outbreak-hits-london- . )
Q2 June June 25, 2025 CTV London Earned Media Operations London community housing, local vets step in Reta Ismail Negative Wharncliffe Parvovirus Coverage.

to help

community-housing-local-vets-step-in-to-help/
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Standing Order Compliance Audit — Contracted Security Vendors

In Q2, a full compliance audit of Standing Orders issued to all contracted security
vendors was completed. This review ensured that each vendor-operated site is guided
by up-to-date, site-specific directives that align with LMCH's expectations.

The audit confirmed that all original and revised orders were formally acknowledged by
both vendor management and the individual guards assigned to each location. This
verification step ensures that third-party staff understand and comply with the same
procedural standards followed by LMCH's in-house Community Safety Unit.

This initiative reinforces our commitment to consistency, clarity, and professional
alignment across all parties contributing to community safety at LMCH properties.

Community-Based Safety Collaborations
e Canadian Red Cross:

o InQ2, CSU partnered with the Canadian Red Cross to provide training for
responders based on progressively complex emergency scenarios. These
exercises helped familiarize responders with LMCH's building layouts and
emergency protocols, improving their preparedness for real-world
deployments at LMCH or other housing sites.

e London & Middlesex Crime Stoppers:

o Crime Stoppers led a series of Senior Safety & Fraud Awareness Seminars
at every senior-designated LMCH site. These sessions educated tenants
on the most common scams targeting seniors, such as identity theft,
emergency scams, and phone-based fraud.

By equipping residents with the tools to recognize and avoid these tactics, we are not
only helping prevent victimization, but also building confidence, awareness, and
personal empowerment among one of our most vulnerable tenant populations.

These community partnerships serve as a cornerstone of our strategy to support tenant
wellbeing through education, prevention, and connection.

LOOKING FORWARD TO Q2 OF 2025:
CSU has set ambitious goals to continue advancing our community safety initiatives:

1. Advancing Parking Solutions to Support Tenant Empowerment and Operational
Efficiency
e Over the past year, the LMCH Parking Committee has undertaken a
comprehensive review of parking management options, including both Yardi-
based and independent software solutions.
o In Q3, we intend to finalize this review process and initiate a pilot project at
one LMCH site to evaluate a selected parking software platform.

LMCH PSH Committee 199
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o This pilot will assess how digital tools can both increase LMCH revenue and
empower tenants to manage their own parking needs with greater autonomy
and convenience.

e The objective is to implement a scalable, user-friendly system that enhances
fairness, supports enforcement, and ensures accessible parking solutions for
residents and visitors alike.

2. Strengthening Police Collaboration and Enhancing Operational Clarity

o As part of our commitment to proactive community safety, CSU has drafted a
comprehensive SOP to guide LMCH's collaboration with the London Police
Service and other law enforcement agencies.

o This SOP outlines clear expectations for LMCH On Call Managers when working
alongside police, including guidance on when to request warrants or formal
documentation in support of investigative activities.

o The purpose of this SOP is to ensure LMCH can fully support police in the
execution of their lawful duties, while maintaining our organization’s
responsibilities under the Residential Tenancies Act, privacy legislation, and our
duty of care to tenants.

e We remain proud to partner with police agencies in the shared pursuit of
community safety, and this framework will help facilitate quicker, clearer, and
more coordinated responses during complex investigations.

CONCLUSION:

The second quarter of 2025 marked another period of meaningful progress for LMCH's
Community Safety Unit. From the formal implementation of key policies—such as the
Tenant Safety Notification Protocol and Lost & Found Procedures—to improvements in
fleet management, fire watch response, and operational alignment with contracted
vendors, each initiative was developed with tenant wellbeing, staff safety, and service
accountability at the forefront.

Our increased visibility across communities, support for over 3,000 tenant service
requests, and collaboration with respected partners such as the Canadian Red Cross
and Crime Stoppers continue to reinforce LMCH's position as a safety-focused and
tenant-first organization. These accomplishments reflect the dedication of staff, the
strength of our community partnerships, and our ongoing commitment to learning,
adaptation, and excellence.

As we look ahead to Q3, we remain focused on advancing critical initiatives that will
further strengthen the safety and quality of life within our communities. Our work to
implement a new parking management solution reflects our desire to empower tenants
while enhancing operational integrity, and the introduction of a clear, pro-collaboration
SOP for police engagement will provide essential clarity and structure for staff working
alongside law enforcement partners.

LMCH PSH Committee 200
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With continued support from the People, Services and Housing Committee and the
Board of Directors, CSU is well-positioned to build on these successes, respond to
emerging challenges, and ensure that LMCH remains a safe, respectful, and resilient
place for all who call it home.

ATTACHMENTS:

APPENDIX A: Quarter 2 Incident Data
PREPARED and SUBMITTED BY: REVIEWED BY:
Tim Rudow Olesya Gryn
Community Safety Manager Director, Tenant Services

LMCH PSH Committee
August 12, 2025
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Community Safety Unit — Q2 2025 Report

Basic Metrics

Total Incidents: The Community Safety Unit recorded a total of 3,245 incidents in
the second quarter of 2025, reflecting a 2.95% increase from the 3,152 incidents
in Q1. This translates to an average of 35.71 incidents per day, up from 35.02 in
Q1. The increase is attributed to heightened tenant activity during warmer
weather, expanded patrol hours, and improved documentation practices.

High Frequency Incidents:
The following are the top three highest-frequency incident types recorded by the

Community Safety Unit in Q2 2025, with comparative figures from Q1 to support
trend analysis and inform resource planning:

1st — Trespassing

e 843 incidents recorded in Q2

* Represents a 6.65% decrease from Q1's 903 incidents

e Continues to rank as the most frequent incident type across all LMCH
communities

2nd — Noise Complaints

® 132 incidents recorded in Q2

® Marks a 50% increase from Q1's 88 incidents

* This rise is indicative of increased tenant trust and engagement, as
residents are demonstrating greater comfort in reporting disturbances
3rd — Access Control

® 131 incidents recorded in Q2

* Reflects a 46.31% reduction from 244 incidents in QT

® The decline is likely linked to warmer seasonal weather patterns, which
typically reduce door malfunctions and after-hours access issues

Q1 vs Q2 2025 - Top 3 Incident Types
903 = Q12025

843 . Q2 2025

800

[-))
[=]
o

400

Number of Incidents

200

Trespassing Noise Complaints Access Control
Incident Type
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Number of Incidents

Moderate Frequency Incidents:

1st — Police Assist

® 114 incidents recorded in Q2

® Represents an 86.88% increase from 61 incidents in Q1

® This sharp rise reflects CSU’s continued emphasis on inter-agency collaboration
and the increased need for coordinated responses to elevated safety concerns

2nd — Staff Assist

* 91 incidents recorded in Q2

* Marks a 51.7% increase from 60 incidents in Q1

* This growth suggests a greater reliance on CSU for onsite staff support in
navigating complex or challenging tenant interactions

3rd — Maintenance Support

* 90 incidents recorded in Q2

e Reflects a 60.7% increase from Q1 figures

e This trend may be attributed to improved integration between Community
Safety and Property Services, leading to more joint responses for urgent
maintenance-related matters such as leaks, break-ins, and safety concerns

Q1 vs Q2 2025 - Moderate Frequency Incident Types
114

Q1 2025
I Q2 2025

100+
91 90

801

61 60

60 56

40+

20}

Staff Assist
Incident Type

Police Assist Maintenance Support
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Low Frequency Incidents:

1t- Tenant Complaints

® Increased from 110 incidents in Q1 to 120 in Q2

* A modest 9% rise, likely influenced by increased face-to-face interactions
during routine patrols, which created more opportunities for tenants to voice
concerns and for staff to document reports

2"- Parking Violations

* Rose from 83 incidents in Q1 to 108 in Q2

e This 30.1% increase points to ongoing compliance challenges and reinforces
the need for formalized parking management solutions in higher-traffic areas

3- Theft

® |[ncreased from 18 to 23 incidents, a 27.8% rise

e While infrequent, these events are typically minor in nature, such as bicycle or
unsecured property thefts, and highlight the value of enhanced surveillance and
visibility in targeted locations

Q1 vs Q2 2025 - Lower Frequency Incident Types

120
120 EE Q1 2025

110 Q2 2025

100
80

60

Number of Incidents

40

20

Tenant Complaints Parking Violations
Incident Type
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Location-Based Support Data — Q2 2025

The following section presents a breakdown of support activity by location for Q2
2025. Data analysis revealed that support calls remain heavily concentrated in a
limited number of high-need properties. Notably, the top 10 properties
accounted for 2,645 supports, representing 80.52% of all support activity
during the quarter.

This geographic concentration highlights the continued need for targeted
interventions and strategic resource deployment at specific sites. Properties
such as 241 Simcoe, 580 Dundas, and 349 Wharncliffe consistently rank among
the highest in support volume.

Importantly, this trend aligns with the locations where static security resources
are already deployed, providing reassurance that existing staffing models are
reflective of real-time operational demand. This data is continuously reviewed to
ensure the effective and appropriate allocation of Community Safety
resources across the portfolio.

Top 10 Properties by Number of Supports - Q2 2025
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Serious Occurrence Summary — Q2

During Q2 2025, nine incidents were classified as Serious Occurrences.

o Fire — 3 incidents (1 major, 2 minor)
o Police Activity — 1 incident

e Assault -1 incident

e Serious Assault — 1 incident

e Leak-1incident

o Dog Bite/Attack — 1 incident

o Leak: Asignificant leak affected multiple residential units. Immediate
response by LMCH Maintenance and contracted personnel prevented
further damage. Temporary rerouting of systems was implemented, and
follow-up inspections confirmed resident safety. The estimated property
damage was minor.

o Dog Bite/Attack: While responding to a trespassing incident, a security
officer was bitten by a dog. Arrests were made at the scene. The officer
received medical treatment, including rabies prevention and stitches. The
incident involved multiple individuals and required coordination with
emergency services.

o Police Activity: Police executed a warrant at a residential unit with the
assistance of tactical and canine teams. No residents were present at the
time. The site was secured, and post-operation inspection by security
confirmed that the property was safe.

e Fire (3 Incidents: 1 Major, 2 Minor)

o Three separate fire incidents occurred during the quarter:

o One minor fire originated on a balcony, and another at the rear of a
building. Both were quickly contained with no injuries.

o One major fire, deliberately set, resulted in significant damage to a
residential unit. Emergency crews extinguished the blaze and
secured the area.

In all cases, tenant safety was prioritized, investigations were
launched, and follow-up inspections were arranged.

e Serious Assault: A violent altercation involving multiple individuals was
investigated by police. The Community Safety Unit provided CCTV
footage to assist with the investigation. The victim received medical care,
and the case remains under police investigation.

e Assault: Security reviewed footage of an assault involving a resident and
an unidentified individual. The victim sustained injuries and was treated by
paramedics. Police attended the scene, and additional wellness checks
were conducted for nearby tenants.
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Use of Force Summary — Q2

At LMCH, Use of Force is always considered a last resort, deployed only when
necessary to prevent harm or ensure the safety of residents, staff, and others.
Our approach emphasizes de-escalation, communication, and proportional
response, in alignment with best practices and policy expectations.

Number of Use of Force Incidents

25+

20

15

10+

In Q2 2025, the Community Safety Unit (CSU) used force in 14
instances, representing a 41.7% reduction compared to 24 uses of force
in Q1. This decline may reflect the continued effectiveness of early
intervention, de-escalation strategies, and improved engagement
practices.

Our third-party security vendor reported 5 uses of force in Q2, down
from 8 in Q1, further contributing to the overall downward trend.
Throughout the quarter, all Use of Force reports remained accurate and
compliant with Ministry reporting requirements, ensuring transparency
and accountability across all incidents.

Use of Force Comparison - Q1 vs Q2 2025

24
Csu

N Vendor

14

Q1 2025 Q2 2025
Quarter
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Incident Referred To Status — Q2 2025

The following chart illustrates how incidents were categorized based on the type
of resolution or referral pathway during Q2 2025. A majority of incidents (63%)
were resolved without police involvement, reflecting the effectiveness of de-
escalation strategies and frontline staff intervention.

A smaller proportion were either referred to police (7.1%), involved police
assistance on site (3.9%), or were referred to EMS (2.4%). Notably, 23.6% of
incidents were marked as not applicable (N/A), often representing routine
supports or calls that required no formal referral.

This data supports ongoing efforts to monitor response types, inform training
priorities, and was requested by the Board.

Incident Referred To Status

N/A

Referred to EMS

Assist Police
/ Referred to Police

Resolved Without Police

208



Community Safety Success Stories

Below are selected positive outcomes and success stories from both Q1 and Q2,
highlighting the meaningful impact of the Community Safety Unit and its
partners across LMCH communities. These incidents reflect strong collaboration,
proactive intervention, and tenant-centered support that should be both shared
and celebrated. While this initial collection spans two quarters, success stories
will be compiled and reported on a quarterly basis moving forward to ensure
continued recognition of frontline efforts and service excellence.

#1: Overdose Response: Life-Saving Intervention

During a critical call to a property, a CSU member demonstrated exceptional
composure and quick action by administering naloxone to an individual
experiencing a life-threatening overdose. Thanks to the prompt response, the
individual regained consciousness and survived. This act marks a profoundly
heroic moment that stands out as an inspiring example of the life-saving
difference our team can make in the field.

#2: Critical Response & Successful Overdose Reversal

While responding to an emergency in a building’s elevator lobby, CSU members
encountered an unresponsive homeless individual. Recognizing the severity of
the situation, multiple doses of naloxone were administered. Their decisive
actions successfully revived the individual, who later received further care from
EMS and was transported to the hospital. This event highlights the importance of
readiness and compassion in the field and stands as a powerful reminder of the
positive impact our team can have on the community.

#3: Heroic Life-Saving Effort

In an interior stairwell of a property, CSU members discovered a homeless
individual unresponsive and without vital signs in a location without surveillance,
where he would have otherwise gone unnoticed. Without hesitation, they
administered naloxone and performed chest compressions until EMS arrived.
Their combined efforts successfully revived the individual, demonstrating
dedication, situational awareness, and life-saving instincts in the face of crisis.

#4. Compassionate Crisis Intervention

While on patrol outside a multi-storey residential building, a CSU member
noticed a distressed tenant standing on the wrong side of a 5th-floor balcony
railing. Acting with empathy, urgency, and presence of mind, the CSU member
immediately engaged verbally, offering reassurance, emotional support, and
genuine human connection. Through calm persistence, the individual was
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convinced to step back to safety. The CSU member met with the tenant
afterward, offered further support, and facilitated voluntary professional help,
leading to the tenant’s safe transportation to hospital. This sincere intervention
exemplifies how compassion and connection can truly save lives.

#5: Death Threat Mitigation & Arrest

CSU members responded immediately to a call regarding a non-tenant male
who had threatened a female tenant. Acting swiftly and decisively, they located
and arrested the individual shortly after arrival. Their prompt response ensured
the safety of residents and provided immediate relief to the threatened tenant.
This incident underscores the team's commitment to tenant safety and their
ability to de-escalate and resolve high-risk situations effectively.

#5: Domestic Conflict De-escalation

CSU members responded to a report of a domestic disturbance between a
recently separated couple. Upon arrival, they helped calm a tense situation,
assisted one party in collecting personal belongings, and maintained respectful
communication with both individuals. They stayed composed and supportive
throughout, later offering guidance toward mental health resources and helping
to create a support plan. Their involvement not only resolved the immediate
conflict but also provided meaningful emotional support in a difficult time.

#6: Resolved Crisis & Belongings Recovery

After a distraught non-tenant individual reported that her bag containing all her
personal belongings was missing, CSU members immediately reviewed CCTV
footage. Within the hour, they identified the individual responsible and safely
recovered the belongings without conflict. Their diligence and calm
communication not only resolved the incident but also turned a distressing
experience into a celebrated example of teamwork, problem-solving, and
community support.

#7: Building Access Violation by Subject with Known History

While completing a separate matter, Community Safety Specialists (CSSs)
observed a male attempting to follow someone into a secured building without
using proper access. When approached, the male stated he was visiting a family
member and that the unit's buzzer was not working. CSSs advised that another
method of contact would be required, at which point the male left the area
without further issue. The individual was previously noted in law enforcement
bulletins for multiple arrests involving harassment-style offences. CSSs remained
on site until confirming the individual had left the property.
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#8: Immediate Response to Hallway Assault — Footage Secured for Police

While monitoring CCTV, a CSS observed a male confronting a female in a
hallway. The male appeared to wait for the female, then physically pushed and
grabbed her. He was seen shouting in proximity and pinning her against a wall.
CSSs responded immediately and ordered the male to release her. The male
became verbally aggressive, denied wrongdoing, and refused to comply. The
female stated she was fine and did not request police but remained beside the
male throughout the interaction.

The pair exited the building, and CSSs monitored their movements while
reporting the incident to local police. CCTV footage was reviewed, secured, and
provided to attending officers. Police advised further action could not be taken
unless they located the female.

#9: Graffiti with Hate Speech and Weapon Imagery Identified

During a routine property patrol, CSS staff identified concerning graffiti
containing profane language, a racial slur, and a drawing of a weapon. An urgent
work order was submitted to have the graffiti removed promptly.

#10: Firearm Incident — Tactical Vest and Holstered Weapon Recovered

CSSs, while reviewing live camera feeds, observed a male wearing a tactical-style
vest with what appeared to be a holstered handgun. Upon confirming the
presence of the weapon through playback, emergency services were contacted.
A site-wide alert was issued advising staff to avoid the location until further
notice.

CCTV was used to track the male through the building. He was later observed
placing the vest behind a structural feature in the front vestibule. CSSs secured
the vest and detained the male until responding officers arrived and took
custody without incident. Relevant video footage was provided to police for their
investigation.
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Tenant Services Update
TO: LMCH People, Services, and Housing Committee
FROM: Olesya Gryn, Interim Director of Tenant Services
SUBJECT: Tenant Services Update

DATE: August 6, 2025

PURPOSE:

The purpose of this report is to update the People, Services, and Housing Committee
on the status of key initiatives in Tenant Services and provide information about
meetings, events, or operational activities that may be of interest to the Committee.

RECOMMENDATION

That the Tenant Services Report BE RECEIVED for information and forwarded to the
Board of Directors as an information item.

UPDATES:

Social Housing Operational Advisory Committee (SHOAC)

The most recent SHOAC committee meeting took place on June 19, 2025. Currently,
there are no Housing Division notices under review.

The Committee reviewed the SHOAC Terms of Reference and proposed amendments
to include representation from the affordable housing sector. The group also talked
about upcoming training opportunities for the sector, including a discussion of relevant
topics and areas of focus.

Highly Supportive Housing Table

At the most recent meeting on May 27, 2025, updates were shared regarding
communication with Council and system-level developments. The approach to
reporting on the Whole of Community System Response to Council is evolving. Instead
of quarterly reports, a new homelessness data dashboard is being developed in
collaboration with the City team. This dashboard will feature a broader range of data—
not limited to the Whole of Community response—and will provide a consistent, shared
source of information accessible to staff, councillors, and the public. This shift ensures
transparency and alignment across stakeholders.

LMCH PSH Committee
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The Strategy and Accountability Table (SAT) is reassessing its role and structure to
strengthen its strategic direction, enhance accountability, advocate at the system level,
build stronger relationships, and better celebrate successes. This work includes a
broader review of the Whole of Community structure, with a focus on increasing
flexibility. Instead of holding monthly meetings, working groups may be convened as
needed to address specific outcomes.

The Highly Supportive Housing Table is currently on pause for the summer until there
are more updates from the Strategy and Accountability strategy work.

Workforce Development Table

Carrie Bowen, the Housing Stability Case Coordinator, continues to represent LMCH at
the Workforce Development Table. In early June, she attended The King's Community
Support Centre's Grief and Loss Event. This half-day event focused on exploring,
acknowledging, and validating the unique experiences of grief in the workplace. It
emphasized navigating the challenges of loss by cherishing small moments of care,
grounding, and pause. The program included somatic exercises and interactive
discussions.

Attendees engaged in meaningful conversations about topics such as disenfranchised
grief, anticipatory grief, ambiguous grief, vicarious trauma, resilience, and the impact of
multiple losses. The event highlighted the various dimensions of grief that can arise
when caring for and supporting others, especially in demanding work environments
focused on vulnerable communities. Participants came together to create a supportive
space for both grief and hope in the workplace.

London Connectivity Table and Middlesex Situation Table

Tenant Services Managers Breanna Dartch and Deven Richardson continue to represent
LMCH at the London Connectivity Table and the Middlesex Situation Table,
respectively. In May, LMCH brought forward two situations involving acutely elevated
risk to these collaborative tables. As part of the coordinated response, community
agencies participated in joint door knocks to offer support and services. Unfortunately,
in both cases, the households declined the assistance offered.

Tenant Talks

LMCH staff have relaunched Tenant Talks for 2025 — an ongoing initiative designed to
strengthen engagement with tenants across our communities. These sessions provide a
valuable opportunity to share updates on key initiatives across all service areas,
strengthen relationships between LMCH and tenants, offer a platform for tenants to
express concerns, provide feedback, and suggest improvements, and gather input to
inform future service delivery.

LMCH PSH Committee
August 12, 2025 213



‘/\‘ LONDON &

|_ MIDDLESEX

COMMUNITY HOUSING

Tenant Talks are being held through December at several seniors and adult buildings.
The first session took place on May 27, 2025, at the Walnut location, where staff from all
service areas were present to provide updates and answer residents’ questions. Topics
included CRW services, capital improvements related to accessibility, and building
cleanliness. The second session was held at McNay on June 24, 2025.

The next Tenant Talk is scheduled for Tuesday, August 26, 2025, at 580 Dundas. This
session will focus on sharing the results of recent Community Needs Assessments and
discussing next steps and future plans with tenants.

Tenant Placement — Reimagine Phase 1

The Tenant Placement Team is actively preparing for the upcoming lease-up of the new
Reimagine Phase 1 building, in addition to managing their regular portfolio of vacant
units and operating with limited staff resources. The building will offer 53 units — 22
rent-geared-to-income and 31 affordable units. To support this significant undertaking,
a working group has been established, led by Tenant Services Manager Valentina
Trglavenik. The group will leverage additional support from the Tenant Services
Coordinators and the Tenant Administration Assistant to help the Tenant Placement
Team during this critical period. Their work includes both immediate efforts to fill the
initial vacancies and long-term strategies for ongoing tenant turnover.

LMCH has initiated weekly collaborative meetings with the Coordinated Access and
Housing Access Centre to support effective matching of households to available units.
These meetings focus on aligning unit and building characteristics — such as unit size,
accessibility, no smoking requirements, etc. with the needs of applicants on the waitlist.
Particular attention is given to matching units based on accessibility features and
ensuring alignment with any designated priority populations, including Indigenous
households and households fleeing domestic violence, to support inclusive and
appropriate tenant placement.

The team is also conducting a review of the internal waitlist, prioritizing overhoused
households. By relocating these households into appropriately sized units within the
new building, larger units can be freed up elsewhere in the LMCH's portfolio for
incoming families, helping to optimize unit usage across the system. These proactive
efforts are designed to ensure that tenant placement is not only timely and efficient but
also aligned with long-term housing stability goals.

PREPARED BY: REVIEWED BY:
Olesya Gryn Sara De Candido
Director of Tenant Services Chief Operating Officer
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HDN #2025 — 274 Transfer Applications
TO: LMCH People, Services, and Housing Committee
FROM: Olesya Gryn, Interim Director of Tenant Services
SUBJECT: HDN #2025 - 274 Transfer Applications

DATE: August 6, 2025

PURPOSE:

To inform the LMCH People, Services, and Housing Committee of the receipt of a new
Housing Division Notice received from the Service Manager for the City of London and
identify issues, risks, and impacts associated with the new guideline.

RECOMMENDATION

That the Housing Division Notice (HDN) #2025 — 274 Report BE RECEIVED for
information.

BACKGROUND:

The City of London, in its capacity as Service Manager, periodically issues Housing
Division Notices (HDNs) to communicate mandatory policies and procedural guidelines
that housing providers are required to follow. As a matter of best practice, these
guidelines are provided to the Board of Directors for their review.

OVERVIEW:

The Service Manager has issued a formal directive that sets out a framework for the
relocation of RGI households in cases where a unit, group of units, or an entire housing
project is affected by major capital activities. The directive standardizes relocation
expectations across all housing providers within the Service Manager's portfolio.

Housing providers are required to obtain Service Manager approval for any temporary
or permanent tenant transfer related to the above conditions. A signed relocation
agreement is required to accompany the transfer request, which should outline the
rights and obligations of both the tenant and housing provider, as well as the tenant's
preference for temporary or permanent relocation. The Service Manager may authorize
transfers between housing providers on a case-by-case basis if exceptional situations
arise.
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COMMUNICATIONS IMPLICATIONS:

LMCH currently maintains a Tenant Relocation Policy that outlines processes and
supports for temporarily or permanently moving tenants due to regeneration projects.
However, the policy’s scope is limited to units owned and operated by LMCH and does
not consider the broader portfolio available through the Service Manager.

Despite this narrower scope, the LMCH's existing policy remains compliant with the
new directive, as it aligns with the general principles of fair and equitable relocation,
tenant communication, and preservation of RGI status.

Although the LMCH's current policy is already compliant, a review will be initiated to
consider amending the policy to align more explicitly with the broader framework set
out in the directive. This may include:

e Exploring formal mechanisms to refer and receive tenants from other housing
providers during relocation.

e Establishing communication protocols with the Service Manager and other
providers.

e Updating internal procedures and tenant communications to reflect expanded
relocation options.

CONCLUSION:

The new HDN #274 from the Service Manager represents a proactive and tenant-
centred approach to relocation during regeneration activities. While the LMCH's policy
remains compliant, a review will be conducted to explore the possibility of
incorporating the expanded relocation options outlined in the HDN. This adjustment
will enhance the LMCH's ability to support tenants effectively during redevelopment
and align with broader practices and expectations in the sector.

Attachments:

Appendix A: HDN #2025 - 274.

Appendix B: Tenant Relocation Policy.

PREPARED BY: REVIEWED BY:
Olesya Gryn Sara De Candido
Director of Tenant Services Chief Operating Officer
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Housing Division Notice
Date: June 11, 2025 HDN # 2025-274

This applicable legislation/policy is to be implemented by the housing provider(s) under the following

programs: Please note if your program is not checked, this Notice is not applicable to your project.
\ Federal Non-Profit Housing Program

\ Private Non-Profit Housing Program
\ Co-operative Non-Profit Housing Program
' Municipal Non-Profit Housing Program (Pre-1986)

\ Local Housing Corporation

Subject: Transfer Applications (Does not replace any existing HDN)

1. PURPOSE and SCOPE:

To provide a framework that governs the temporary or permanent relocation of rent-geared-to-income
household(s) as a result of regeneration activities, conversion, sale, or substantial revitalization of a
unit, group of units or an entire housing project within the Service Manager portfolio.

Definitions:

Regeneration: The process of redevelopment of land parcel(s) with broad objectives of attracting
economic investment to encourage revitalization, improve living conditions and enhance community
outcomes.

Relocation Agreement: A written contract between a household, through the leaseholder(s) and the
housing provider, that outlines the rights and obligations of both parties during a temporary or
permanent relocation process due to regeneration activities or substantial revitalization.

Internal Transfer Policy: a set of rules developed by the housing provider to facilitate the transfer of
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