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Pride Month

The CSU raised awareness and showed support of human rights by altering their
uniform to include custom epaulettes which were comprised of the pride flag rainbow
colours. The CSU wore these epaulettes all month, posted on social media and received
positive feedback from the LMCH community.

Breast Cancer Awareness Month

The CSU raised awareness and showed support during Breast Cancer Awareness Month
by altering their uniform to include custom epaulettes which were comprised of the Pink
Ribbon and Pink Lines. The CSU wore these epaulettes all month, posted on social
media and received positive feedback from the LMCH community.

Future Events

Moving forward, the CSU will be investing in more community events each year starting
in 2023 with attending safety focused events alongside staff from the Crime Stoppers
program and LPS to provide presentations and answer questions. Plans are being
developed to participate in a Mental Health Awareness Month Lunch and Learn —in
partnership with CMHA, assisting with education sessions for our seniors during
Emergency Preparedness Week — as well as providing training and review for internal
staff. Marking the celebration of Pride Month as well as adding the pride flag
epaulettes to their uniforms to show support. Continued raising awareness for Breast
Cancer Awareness Month by creating promotional pamphlets and adding the Pink
Ribbon epaulettes to their uniforms, and are looking to start an annual Christmas Toy
and food Drive.

CONTINUED INVESTMENT IN TECHNOLOGY

In 2022 we continued with our investment into safety and security measures within our
communities through the installation of integrated technological solutions which have
now been installed in all high-rise buildings across LMCH communities. These
Electronic Access Control (EAC) systems have been installed and are operational at all
main entry doors, laundry rooms and tenant lounges.

EAC systems are part of a comprehensive, multifaceted approach to safety and security.
These systems have replaced the traditional pin tumbler lock and key systems, with a
more secure electronic fob and access control panel. The benefits to the upgraded
system include, diminished unauthorized duplication of keys, immediate deactivation
and replacement of lost or stolen fobs, future proofing our need to re-key buildings if
service keys are lost, archived electronic logs for post incident review and as well as the
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ability to provide an additional investigative tool, remote monitoring, emergency
access, immediate cancellation of access with loss of authorization as well as the ability
to integrate with other forms of security systems including intruder alarms and security
cameras.

To complement the EAC systems, continued upgrades, and new installations of Closed-
Circuit Television (CCTV) systems will see enhanced tenancy support, increased ability
to investigate criminal activity as well create a more accurate, efficient, and expedient
complaint investigation and resolution process.

2023 SECURITY RFP

Work has begun on the development of our next RFP for external security services as
our current contract runs to the end of 2023. We are continuing to adjust our
requirements based on our experiences and by looking at trends within our LMCH
communities. It is expected that the RFP will include core buildings, with supplemental
services being provided to additional LMCH communities throughout the City of
London.

One key area will be the additional requirement for reporting on pre-determined key
performance indicators to LMCH on a regular and timely basis. This data will allow us to
better understand and respond to arising needs from across our communities.

LMCH anticipate releasing our updated RFP with support of our Procurement
department by September of this year for an anticipated start in January 2024.

CONCLUSION

LMCH will continue to implement its comprehensive and staged communication
strategy, which will see the distribution of CSU information pamphlets to all LMCH
households by the fall of 2023.

The CSU'’s proven ability to resolve complex tenant and non-tenant challenges, increase
the feeling of safety, respond to urgent matters as well as emergencies at every LMCH
property, as well as assist the organization interdepartmentally has shown the
importance of this additional resource for LMCH, our tenants and community partners.
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The CSU has shown we are able to move our organization towards better alignment
with our mission to provide and maintain homes in a safe and supportive environment
to meet the needs of the people we serve in our communities. The CSU will continue to
work with our internal Business Analyst to further develop more robust key performance
indicators (KPI’s) that will incorporate both internal and external data along with
feedback from tenants and community partners, as the team matures, to improve and
expand upon existing practices, and the optimal leveraging of technology, equipment,
and personnel to focus attention on the strengthening of

the relationships between tenants and staff, to promote even greater incident
reporting, and to work at ensuring that alternative community resources are available
and are being utilized effectively.

PREPARED BY: REVIEWED BY:
Bryce Porter, Andrea Mackenzie
Security Manager Director, Tenant Services

LMCH TSC Meeting
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APPENDIX A - COMMUNITY RESOUCE LIST

FOR AN EMERGENCY, PLEASE CALL 911

Shelters Crisis Drop-In"s, Outreach & Supports
Centre of Hope 519-661-0343 CMHA Reach Out 519-601-8055
281 Wellington 5t, London 648 Huron 5t, London
Men's Mission 519-672-8500 Crisis Stabilization Space 519-495-1488

459 York 5t

Anova Women's Shelter 519-642-3003
101 Wellington Rd, London

450 Clarke Rd, London

Rotholme Women's & 519-673-4114
Family Shelter

42 Stanley 5t, London

Unity Project 519-433-8700

717 Dundas 5t, London

Violence Against Women  519-633-0155
Elgin County

300 Talbot 5t, 5t. Thomas

Food & Meal Supports
Ark Aide Street Mission 519-667-0322

696 Dundas 5t, London

London & Area Food Bank 519-659-4045
926 Leathorne at Adelaide, London

Salvation Army Food Bank 519-661-0343
281 Wellington Rd, London

Crouch Neighbourhood 519-542-7630
Resource Centre

550 Hamilton Rd, London

Glen Cairn Community 519-688-2745
Resource Centre

244 Adelaide 5t, London

For Glen Cairn & Pond Mills

Community

MNorthwest London 519-471-8444
Resource Centre

1225 Wonderland Rd, London

For Residents of N6G or M&H

Meals on Wheels 519-660-1430
356 Queens Ave, London

Financial Support

Ontario Works 519-661-4520
355 Wellington 5t, London

ODSP 519-438-5111
217 York Street, London

Housing Stability Bank 519-964-3663

281 Wellington Rd, London

LMCH T5C Meeting
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648 Huron 5t, London

London Cares 519-663-9000
186 King 5t, London
Women's Safe Space 519-701-7233

96 Rectory 5t, London

Anova Women's Shelter 519-642-3003
101 wellington Rd, London

450 Clarke Rd, London

Centre of Hope 519-661-0343
281 wellington St, London

Health Supports

Intercommunity Health 519-660-0874
659 Dundas St, London

Addiction Services of 519-673-3242
Thames Valley

200 Queens Ave, London

CMHA 519-663-0624
648 Huron 5t, London

My Sisters’ Place 519-679-9570

566 Dundas St, London

Middlesex London Health  519-662-5317
Unit

355 Wellington 5t, London

Ontario Addiction 519-204-8430
Treatment Centre

425 Wharncliffe Rd, London

Centre of Hope 519-432-7241
281 wellington St, London

Victoria Hospital 519-685-8500
BOD Commissioners, London

University Hospital 519-685-8500
339 Windermere Rd, London

St. Joe's Hospital 519-646-6100
268 Grosvenor 5t, London

Parkwood Institute 519-646-6100

550 wellington Rd, London
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APPENDIX A - Continued

Legal Services
Legal Aid

150 Dufferin Ave, London
Neighbourhood Legal
Services

383 Richmond 5t, Unit 910, London

John Howard Society 519-438-4168
601 Queens Ave, London
Family Law Information
Centre (FLIC)

80 Dundas St, London
London Police Service
Headquarters

&01 Dundas 5t, London

519-433-8179

519-438-2890

519-660-3001

519-661-5670

Youth and Young Adult Supports
Youth Opportunities 519-432-1112
Unlimited (YOU)
333 Richmond 5t, London
Youth Action Centre
332 Richmond 5t, London
WAYS Mental Health
Support
519-432-2209
Children’s Aid Society
1680 Oxford 5t, London
Boys and Girls Club
184 Huron St, London
Smart Start for Babies
50 King St, London

519-432-1112

519-432-2209

519-455-9000
519-434-9114

519-646-2961

Newcomer Supports
LUSO Community 519-642-7630
Services
1193 Oxford 5t, London
Cross Cultural Learner
Centre (CCLC)
505 Dundas 5t, London
South London 519-686-8600
Neighbourhood Resource Centre
1119 Jalna Blvd, London

519-432-1133
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Mission Stores
Mission Store 519-438-3056
797 York 5t, London
Goodwill Community Store 519-433-2409
1165 Oxford 5t, London
Goodwill Industries
255 Horton St, London

519-645-1454

Clean Needle Exchange/Mobile Units
Middlesex London Health  519-663-5446
Unit
355 Wellington, Unit 110, London
Regional HIV/Aids 519-434-1601
Connection OR 519-851-3548
186 King 5t, Unit 30, London
My Sisters’ Place
566 Dundas St, London
Intercommunity Health
659 Dundas 5t, London

519-679-9570

519-660-0874

Meedle bin locations:
» 580 Dundas 5t
130 King 5t — Covent Garden Market
Forks of the Thames
459 York 5t — Mission Services
241 Simcoe 5t
Victaria Park
186 King 5t — RHAC
London Police Service
Bathurst 5t. at Clarence

Hope
*  Municipal Parking Lot — Queens and
Adelaide
Municipal Parking Lot — Queens and Lyle
Campbell Park
Municipal Parking Lot — King and Adelaide
Piccadilly Park
Watson Park Harris Park (band shell)
Carfrae Park (at Ridout 5t)

If you find a syringe in the community please
call: 519-661-2489 ext. 4965. This number is
answered 24 hours/day, 7 daysiweek.

Bathurst 5t. at the Salvation Army Centre of
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e Ensuring quarterly stats are provided to better
understand the services being provided

e Development of onboarding package for new partners

e 3+ new community partnerships

CD EVENTS & INITITIVES
Below are a sampling of CD events and initiatives that have been implemented in 2023:

County Community Garden Project

During the county town halls, the CD Team heard that tenants were seeking
connection-based programming, expressly in gardening. Through the lens of social
housing, the program intends to increase tenant knowledge of the planning process;
increase tenants’ sense of belonging to a community; and develop behaviors that lend
to the continuity of the project through consulting, involving, and collaborative
engagement styles. CDWs have been working with tenants in Strathroy, Glencoe and
Newbury since January and planting days will be happening in early June.

Boullee- Through Our Eyes

Our community's talented youth have created some amazing multimedia art that gives
us a glimpse into what it is like to live in their neighborhood. With guidance from our
facilitators, the youth took the lead and dove deep into their roles and purpose in our
community.

The project’s goal was to showcase the vibrancy of their community and encourage
investment in it through various forms of art. The youth were the driving force behind
the project with facilitators providing prompts and guidance to help them think critically
about their place and purpose in the community.

Social Events at CMHA Supported Buildings

CMHA provides supports to LMCH tenants at Simcoe and Dundas through the Housing
Always and Ash program. LMCH supports tenant engagement through fun activities to
build trust and visibility with CMHA.. Starting in spring 2023, these engagement events
will extend to William Street.

Oxford Street Social Committee

Supported by a CDW, the tenants at Oxford have formed a social committee and have
been working through defining outcome objectives, processes, and resource
development. Members have agreed that their priority is to create a June event that
will introduce the building to their social committee combined with a needs assessment
of what activities the committee can provide to engage additional participants and
members.

LMCH TSC Meeting
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Income Tax Clinics

Volunteers attended our senior sites in March and April and prepared tenant taxes for
free. Forty-four tenants participated in this service.

Clean & Green

LMCH hosted our annual Clean & Green events, and we went BIG, attending adult,

family, and senior sites. Despite the rain and cold, we had great turnouts, and the prizes
were a hit. Our staff, tenants, community partners, and city officials all came together to

make a difference in our community.

Community Safety Meetings

Through partnership with London Police Services and Crimestoppers, community safety
meetings took place at 3 priority adult sites as well as our 6 Senior sites. Tenants had an
opportunity to participate in an info session about building safety and fraud prevention,
as well as an opportunity to ask questions.

Caring Cupboard

This is the 4" anniversary of this in house tenant run food back at Baseline. It began with

the idea of helping seniors bridge the gap and help maintain a healthy lifestyle. They

receive an abundance of donations from the community and run a distribution monthly

to Baseline tenants. Follow them on Facebook to see the great work they do!

Tenant Led Events

Tenant led events have exploded in 2023, and requests are coming in daily. Below are

some examples:
e Dart League
e Coffee Groups

e Bingo
e Game Nights
o Crafts

e Knit & Crochet Club
e Piano Hour

PREPARED and SUBMITTED BY:

STAFF CONTACT

Andrea Mackenzie
Director, Tenant Services

Lisa Luther
Community Engagement Manager

LMCH TSC Meeting
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Tenant Services Committee Report 2023- 12
TO: LMCH Tenant Services Committee
FROM: Andrea Mackenzie, Director of Tenant Services
SUBJECT: Reimagine Tenant Engagement Overview

DATE: May 24, 2023

PURPOSE

To provide an overview and update of the initiatives being implemented by the Reimagine
Engagement Team.

RECOMMENDATION

That the LMCH Tenant Services Committee RECEIVE the Reimagine Tenant Engagement
Overview report for information purposes.

OVERVIEW

The Reimagine Engagement Team meets monthly to collaboratively discuss tenant
engagement from various lenses. LMCH is mindful to engage tenants appropriately
ensuring that the engagement opportunity matches the participation goal and LMCH'’s

promise to tenants (See Appendix A).

Recent engagement opportunities that have been implemented include:

Engagement . Engagement
Opportunity PRl Type
e Focus on developing tenant awareness of this
Page, so tenants will be comfortable using this
as a resources when information is ready to be
Southdale hared ab h . his platf b
Facebook shared about the project. This platform will be
Page Relaunch in place as a tool to engage tenants Inform
throughout the project.
Appendix B . : :
( ) e Reimagine updates redirect tenants to the
Reimagine website where full details are
available.

LMCH TSC Meeting
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e Membership has grown by 53% from 39
members to 60+ members.

e Monthly Giveaways used to incentives tenants
to stay connected and informed.

e Increasing content to share community
resources, highlights and recognize culturally
diverse holidays

Community

Community Conversations were planned for
January — May 2023, and were intended to be
informal drop-ins hosted by the Reimagine Project
Manager and a member of the engagement team.

. Tenants were invited to attend and ask any Inform
Conversations | guestions or to learn more about Reimagine.
Consult
Unfortunately, tenants did not participate in this
engagement opportunity, so the initiative was
paused until there is more relevant Reimagine
information to share.
Tenants were invited to vote on how many
playgrounds will be installed in their community,
as well as vote on where the playgrounds will be
located.
Playground Ten.ants were al;o given an opportunity to share
Vote their considerations on how to make the c
playgrounds feel safe and welcoming. mpower
App ' N .
( endix C) The winning choices were to have 2 playgrounds
in the Northeast & Southwest locations.
Due to product delays, they playgrounds are
anticipated to be installed in Spring 2024. More
details will be shared once timelines are confirmed
Tenant e Revisiting Key Messages of Phase 1
Update e : Inform
. e Priming tenants to prepare for increased
(Appendix D) communications.
Southdale Tenants are invited to beautify their community by
Garden planting gardens in their front yard.
Initiative , : Empower
Tenant purchases for approved items will be
(Appendix E) | reimbursed up to $100

LMCH TSC Meeting
May 31, 2023
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COMMUNITY PARTNER ENGAGEMENT

In February 2023, current and potential partners were sent a Reimagine Community
Partner Update (Appendix F) to start the conversation about future partnerships.
Interested partners were invited to info sessions in March that were hosted by the
Project Manager, Scott Robertson and the Community Engagement Manager, Lisa
Luther. The information session allowed partners to:

e Learn more about Reimagine Southdale (Appendix G)

e Preview the renderings for Reimagine Southdale

e Preview the blueprints of the Community Partner Space and provide feedback
around what your organization would need to best deliver programming to
LMCH tenants.

Potential programming and supports will be aligned with the 4 Pillars of the Community
Development Strategy:

Flu Clinics
Child focused art and play therapy
Collective Kitchens & Nutritional Support
Trauma informed yoga

Health Infant massage

Wellness

Parenting Workshops & Support Groups

Education/Skill Building
Capacity

Employment supports such as assistance with resume writing, job
searching, job placements.

Employment

Contribution

Social and Collaborative groups
Advocacy

Connection

Community

LMCH TSC Meeting
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Potential partners were very positive about Reimagine Southdale, collectively
expressing excitement about the community partner space and the multi-functional
opportunities available with the amenity space on the ground floor. Potential partners

confirmed their ability to offer programming on weekends/evenings if there is a tenant
need. Additionally, there was a collective confirmation that there would be no funding

challenges preventing programming to be offered to all tenants within a mixed income
portfolio.

FUTURE ENGAGEMENT

The Reimagine Engagement team will continue to meet monthly to intentionally determine
engagement opportunities that add value for tenants. Potential future engagement
opportunities in 2023 may include:
e Targeted info shares to tenants on relevant construction information (e.g., parking,
noise etc)
e Community Conversation with project manager and general contractor prior to the
start of construction to answer questions and provide additional safety information
e Continued Community Partner Engagement

PREPARED and SUBMITTED BY: STAFF CONTACT:
Andrea Mackenzie Lisa Luther,
Director, Tenant Services Community Engagement Manager

LMCH TSC Meeting
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LM

APPENDIX A
Tenant Engagement Continuum

DEGREE OF DIFFICULTY + PUBLIC IMPACT

Inform

Provide balanced and

Participation Goal
objective information

We will keep you
informed

Promise

Website
Newsletter
Sacial Media
Newsletter
Open House

Engagement

LMCH TSC Meeting
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)

Consult

Listening to and
understanding tenant
needs, wants and desires

Information gathering
that will inform decision
making

We will keep you
informed, listen to and
acknowledge cancerns

Facus groups
Town Halls
Interviews
Surveys/Palls
Suggestion Boxes

Involve

Work directly with tenants
and community partners
to understand concerns
and goals

We will work with you to
ensure that your
concerns and desired
outcomes are considered
in the final decision.

Focus Groups
Interviews

Surveys/Polls
Community Partnerships
Programming

Tenant Groups

® . ®
[ ]

S
N
-

Collaborate

Partner with tenants and
community partners to
seek advice and
innovations

We will lock to you for
advice and innovation
and will incorparate into
decisions to the
maximum degree
possible

'Vad |

Y,

Empower

To place final decision-
making in the hands of
the tenants

We will implement what
you decide

Voting/Polls
Tenant Led Initiatives
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Facebook Relaunch

JOIN OUR

REIMAGINE SOUTHDALE
FACEBOOK GROUP

WHY JOIN ? WHAT YOU CAN

EXPECT TO SEE

Monthly ¢ /vcawvay s for all What you need to know on Reimagine
members at a $25 value of your Southdale (updates, announcements
choice. and information)

. Get to know the staff
A LREA DY A M E 1\4 B ER ? Discover opportunities to participate i
Amazing! We value your support community building sessions
and you are still eligible. All you Find out when LMCH and community
have to do is like and share this partners host community events
post! Myth Busters
Updates and announcements from
LMCH

HOW TO JOIN

1. Log into Facebook

2. Search "LMCH Reimagine
Southdale”

3. Click "join group"

4. Complete the short questionnaire

to confirm you are a Southdale
resident

5. Once the LMCH team accepts your
request, enjoy being a part of our
online community!

EYRE ANY QUESTIONS?
€, LMCH (519) 434-2765
ﬁ @ https://www.Imch.ca/reimagine-
southdale

LMCH TS5C Meeting
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APPENDIX C
Playground Vote

LMCH is excited to invite Southdale tenants to vote on the Reimagine
Southdale playgrounds - how many and where they should be located.

. \e
#y THE MOST VOTES WIN! "‘

To vote, complete the survey by March 10th and you will be entered
into a draw to win one of five $25 gift cards of your choice.

‘u"m‘ring results Inr'II be r'r'\f-‘TF‘d on thp F’nimagir‘ue Southdale Facebook

K. -|._ [ .
available in

J
nl.l

o J‘:
| et

https:/fnnanw. survey /monk ey.com/r' JKLYRMR
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APPENDIX D
Tenant Update

REIMAGINE
SOUTHDALE

UPDATE

As part of our commitment to keeping you informed, we want to
give you a sneak peak of some key information about Reimagine

Southdale!

Check out the information below and stay tuned for further
updates about the project and the exciting features that will
make your community even more vibrant, dynamic and enjoyable

for everyone!

Demographics

& 53 units

e 1,23 & 4 bedrooms

& 20% of units are
scocessible

# mix of RGI, Affordable &
LMCH Market rate rents

* jndividuals, couples &
familis=

CONTACT US
@ 519-434-2T765

@ reimagine@imech.ca

LMCH T5C Meeting
May 31, 2023

-

L I

Reimagining Community

Multi-functional, community space

* Onsite community partners offering

avariety of services & supports
Computer Lab

Central Air Conditioning
Laundry on every floor

Secure bike parking

Large green space

Milestones/Timeline
s Phase 1start: Fall 2023

+ Phaze 1 Complation:
December 2024

@ Facebook Group: LMCH Reimagine Southdale

@ www.lmch.ca/ralmagine-southdala

133



N LONDON &

|_ MIDDLESEX

COMMUNITY HOUSING

APPENDIX E
Southdale Gardens Initiative
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APPENDIX F
Community Partner Update

'
.' " pe February 2023

N RE
LOJIMAGINE Southdale

Community Partner Update

Reimagine Southdale will revitalize the property at Southdale and Millbank. This community is home to over
500 tenants. Over the course of the three-phase project, the site will be upgraded to a total of 265 units,
including 98 townhouses and 167 apartments. Existing townhouses will also be upgraded with new siding,
roofing and outdeor improvements.

Slated to take place over the course of the next decade, this project will not only improve access to
affordable housing but will alse help to enrich the Southdale community. Reimagine Southdale will help to
cultivate community through a focus on family units, community space and accessible programming for all.

REIMAGINING COMMUNITY
Construction of Phase 1 will commence in Fall 2023,
with an anticipated completion date of Summer 2024,
Site plans, including what our Community Partner
space will look like, are currently being finalized.

LMCH is excited for the opportunity to leverage
existing partnerships, and explore new

partnerships, to ensure programming and service
providers are connected to the diverse needs of
tenants.

LMCH is starting the conversation with potential partners to explere pregramming options, as
well as to have a better understanding of the functional and operational considerations
potential partners would need to to best deliver programming to LMCH tenants.

If you would like to continue to be part of the conversation, please contact Lisa Luther,
Community Engagement Manager.

e 519-434-2765 X267 e lluther@imch.ca https://Imch.ca/reimagine-southdale

LMCH TS5C Meeting
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Community Partner Info Session Take Awa

APPENDIX G

REIMAGINE
SOUTHDALE

UPDATE

Arograme
needs of our tenants.

Demographics

s 53 units

s 1,238 &4 bedrooms

* 20% of units are
accessible

* mix of RGI, Affordable &
LMCH Market rate rents

* individuals, couples &
families

Contact
Lisa Luther
lluther@lmch.ca

519-634-27565 ext 2467

LMCH T5C Meeting
May 31, 2023

Reimagining Community | Milestones/Timeline

» We're investing in a multi- * Phase1start: Fall
functional, diverse community 2023
space

s Phaze 1 Completion:

« Our goal Is to match partnerships to
ho 5 ks December 2024

the diverse needs of our tenants
+ Innovative spaces to encourage
connection To community

www.lmech.ca/reimagine-southdale ‘ MIDDLESEX
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Tenant Services Committee Report 2023- 13
TO: Tenant Services Committee
FROM: Andrea Mackenzie, Director of Tenant Services
SUBJECT: Tenant Advisory Council (TAC)

DATE: May 24, 2023

PURPOSE

To provide an update to the Tenant Services Committee on the Tenant Advisory Council
(TAC).

RECOMMENDATION

That the LMCH Tenant Services Committee RECEIVE the Tenant Advisory Council (TAC)
update report for information purposes.

BACKGROUND

The Tenant Advisory Council (TAC) was developed in February 2020 with the intention
to have the council members work within the framework of the LMCH mission and vision
to provide guidance from the viewpoint of the tenant base, representing all LMCH
communities. The first official TAC meeting was held December 2020, with inaugural
members terms commencing January 2021.

CURRENT STATE

TAC is intended to have 11 members; the current council is comprised of 6 members.
Five members are serving their second 2-year term (effective Jan 2023) and one
member is serving their first 2-year term (effective October 2022).

Since TACs establishment in 2020, TAC has encountered several challenges including:
e Pivoting to online meetings as a response to COVID 19 proved significant

technology challenges preventing TAC members from participating in meetings
in a meaningful and effective way.

e Consistent TAC member turnover and ongoing limited membership numbers
impacted the council’s ability to find momentum to meet their goals.

e The formal governance structure and expectations was challenging for the
council members.

LMCH TSC Meeting
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To support the TAC, customized board training and development was brought in by
Pillar in 2020 and again in 2023. Unfortunately, the council continues to experience
challenges in meeting their objectives including:

e Execution of their elected responsibilities (e.g., co-chair, secretary)

e Establishing a yearly work plan with set priorities

e Providing progress reports to the Board of Directors at minimum 3 times per year
e Providing reports and recommendations to the Board of Directors

CONCLUSION

TAC met on May 9, 2023, and with the support of Pillar, engaged in a reflection exercise
about their experience, as well as had an opportunity to provide feedback on how the
TAC can be revamped. Through open and transparent conversation, the group was
able to reflect on their resiliency, experience, and accomplishments, while recognizing
the opportunity for lessons learned to inform future reiterations.

Over the next month, TAC members will be reviewing the Tenant Handbook, providing
feedback and recommendations for LMCH consideration. TAC will meet on June 13t
for the cumulative meeting, where there will be a celebration and acknowledgement of
TAC members contributions and participation in the council.

LMCH recognizes the value of tenant voices and is dedicated to finding the best ways
to facilitate tenant participation. To achieve this, it is essential to pause the current
trajectory of TAC and take time to reflect on the current structure. Through a review and
revision of its systemic and foundational aspects, a more effective and meaningful
opportunity can be conceptualized. Ongoing updates will continue to be provided to
the Tenant Services Committee.

PREPARED and SUBMITTED BY: STAFF CONTACT:
Andrea Mackenzie Lisa Luther,
Director, Tenant Services Community Engagement Manager

LMCH TSC Meeting
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Tenant Services Committee Report 2023- 14
TO: Tenant Services Committee
FROM: Christine Poirier, Senior Manager, Property Services

SUBJECT: Work Order and Service Requests for Q1 2023

DATE: May 24, 2023

PURPOSE:

To update the Tenant Services Committee regarding the status of LMCH's Q1 work
order and service requests broken down by category, Priority, and Vendors.

RECOMMENDATION:

That the Work Order and Service Requests - Q1 2023 report BE RECEIVED for
information.

OVERVIEW:

We created a total of 5,588 work orders in Q1 of 2023 for all LMCH buildings. This
number equates to the following:

e 1,862 work orders per month
o 62 work orders per day
e 1.71 work orders per unit

In 2022, we created a total of 21,326 work orders which equate to the following:

e 1,777 work orders per month
e 58 work orders per day
e 7 work order per unit

If the current trend continues, it appears that we are on pace to surpass last year’s work
order total by a modest 4.8%.

LMCH TSC Meeting
May 31, 2023
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Created Work Orders by Category (Q1-2023)

1. Work Orders: This includes all work orders created between January 1, 2023,
through March 31, 2023. Our top categories during Q1 were pest control,
plumbing, and keys / doors which account for 53% of the work orders in this

period.
Keys | Electric i Life &
e Plumbing | and Sys / )l Cleaning | Door LREEED Safety | Other | Total
Control . General Removal
Doors | Repairs System
Q1
Work 1,273 1,028 643 419 416 306 263 233 222 785 5,588
Orders
0,
et | 23% 18% | 12% | 7% 7% 5% | 5% | 4% 4% | 14% | 100%
Work Orders by Priority (Q1-2023)
2. Priority Work Orders: We broke down the work orders for this quarter by priority
and found 53% were routine or non-emergency and 26% were classified as
urgent, emergency, or 24 hours.
pols Urgent, Emergenc After
Emergency gent, 9encY | Turnover Other Total
. or 24 Hours Hours
and Routine
Q1 Work Orders 2,959 1,471 804 256 98 5,588
% of WO's 53% 26% 14% 5% 100%
Unit Turnover by Category (Q1-2023)
3. Turnover Categories: Of the 804 work orders attributed to the turnover process,
21% were for cleaning services, 19% for keys and doors, 15% for paint and
repairs, and 13% for pest control services. There were no dominant work order
categories found for the turnover process.
. Keys and Paint / Pest Building
_ Cleaning Doors Repairs Control General Other | Total
Q1 Work Orders 169 154 119 107 89 166 804
% of WO's 21% 19% 15% 13% 11% 21% 100%

LMCH TSC Meeting
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Total Work Orders — LMCH vs Vendors (Q1-2023)

4. Analysis of Q1 work orders revealed that LMCH assigned 52% of work orders to

vendors, a proportion which is consistent with our 2022 numbers.

LMCH Vendors Total

Q1 Work 2657 2,931 5,588
Orders

% of WO's 48% 52% 100%

LMCH vs Vendors per Category (Q1-2023)
Minimum 250 Work Orders

5. Category Breakdown: LMCH manages at least 70% of work orders for plumbing,
keys and doors, electrical repairs, and general maintenance. Conversely, almost

all cleaning and pest control tasks are outsourced to vendors.

Pest . Keysand | £ectrical | g idin .
- Control A, D):)ors Rzg:ilrs Generagli e ey
Q1 Work Orders 1,273 1,028 643 419 416 306 263
LMCH % 0.4% 78.5% 95.5% 71.1% 76.4% 0.7% 85.9%
Vendors % 99.6% 21.5% 4.5% 28.9% 23.6% 99.3% 14.1%
Conclusion

In 2022, LMCH generated 21,326 work orders. However, extrapolating from Q1 2023's

total of 5,588 work orders, we project an annual total of approximately 22,352,
indicating a modest growth of 4.8% compared to 2022.

Furthermore, the pest control work order trend in Q1 2023 suggests a significant rise

from 3,683 to 5,092, amounting to a year-over-year surge of 38%. This is the only
category revealing a substantial deviation from our 2022 data.

PREPARED BY:

CHRISTINE POIRIER,
SENIOR MANAGER, PROPERTY SERVICES
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Tenant Services Committee Report 2023- 15
TO: Tenant Services Committee
FROM: Paul Chisholm, CEO
SUBJECT: Upcoming Policies for LMCH

DATE: May 24, 2023

PURPOSE:

To update the Tenant Services Committee on three polices being reviewed by LMCH
staff that will come before the committee for review and/or approval later in 2023.

RECOMMENDATION:
That the Upcoming Policies for LMCH report be RECEIVED for information.

BACKGROUND:

LMCH operations are governed by both Provincial Legislation and municipal bylaws.
The legislation and bylaws provide guidance for setting requirements for LMCH and/or
limiting decision making. LMCH will create policies to provide clarity on the position of
LMCH on certain issues and how they are being managed by the corporation. Policies
require Board Approval prior to implementation. LMCH has identified the need to
create or change the following policies:

e Parking Policy
e Smoking Policy
e Tenant Insurance Policy
Parking Policy:
LMCH currently provides parking to at all our building and townhome communities.

LMCH has a small portfolio of semi-detached and scattered homes that have a driveway
associated with the municipal address.

LMCH TSC Meeting
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The number of parking spaces at each site is dependent on the requirements for the
site as set out in the development agreement. The availability of parking varies by site,
with several buildings where tenant and/or visitor parking is of limited availability.

At townhalls in 2022 some tenants did raise the concern about parking availability,
visitor parking and similar themes related to parking with many tenants indicating they
would like to see changes to the current LMCH approach to parking. Over time, parking
registration has been undertaken at a few buildings to assist in managing the parking.
There is currently a process to provide parking passes to all staff.

LMCH needs to develop a parking policy and program that considers some key
questions:

e Should LMCH start to charge for tenant parking?

e Should parking spots be assigned vs the current unassigned parking model?

e What are the vehicle registration requirements for parking at LMCH buildings?
e How is vehicle parking going to be enforced?

LMCH Parking Policy currently lacks a systematic approach for assigning parking spots
to tenants, handling parking violations and managing non-operational vehicles. The
new Policy will provide the structured approach that will improve the administration of
parking across the LMCH portfolio.

Smoke-Free Policy

LMCH has not begun the transition to become smoke-free housing. Community
Housing Providers and private landlords in Ontario have been permitted to add smoke-
free clauses into their leases and begin the transition process to become smoke-free.
LMCH must develop a policy on this matter in advance of accepting applications for the
planned new development for Relmagine Southdale.

LMCH needs to develop a Smoke-Free Policy and program that considers some key
questions:

e Should LMCH introduce a smoke-free policy for new buildings?

e Should LMCH introduce a smoke-free policy for existing LMCH Buildings?

e What is the timeline required to plan and implement the transition?

e What is the impact of smoke-free polices on LMCH tenants and applicants for
community housing in London?

LMCH TSC Meeting
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Tenant Insurance Policy

LMCH carries insurance for general liability, property damage, etc. This insurance
coverage protects the assets of LMCH but provides limited protection to tenants.

Some community housing providers and private landlords in Ontario mandate that
tenants have additional tenant insurance as a requirement of their lease. The insurance
coverage supports tenants with alternate accommodations in the event their unit
becomes uninhabitable, covers damage to their personal property and provides liability
insurance that could cover the losses of LMCH should the tenant be deemed at fault for
a fire or other insured loss.

LMCH needs to consider if creating a policy mandating Tenant Insurance for tenants is
something that should be recommended.

e Should this apply to all tenants of LMCH, new tenants only or tenants of specific
buildings only?

e What requirements would be set in terms of the amount of coverage required
for each tenant?

e \What administrative processes would be put in place to support compliance
with the policy?

Conclusion

LMCH has identified these three policies as polices that need to be considered. All
three have a tenant impact that needs to be assessed and considered in the approval of
the policy.

PREPARED BY: STAFF CONTACT:

PAUL CHISHOLM, CEO RYAN WINTER, BUSINESS PLANNER

LMCH TSC Meeting
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Vacancy Report - 2022

Historical Vacancy

Historical Vacancy: 2000 - 2013

900
800
700
600
500
400
300
200

100

2000 2001 2002 2003 2004 2005 2006 2007 2008 2009 2010 2011 2012 2013

==@-—Confirmed Vacant  ==@==_Confirmed Rented
Confirmed
Vet 495 543 761 768 693 750 786 704 688 595 642 569 645 531 655 PN
Confired LM
RouoC 541 528 748 802 720 754 652 751 696 613 571 634 686 522 658
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Historical Vacancies and Vacancy Rate
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5.00%
200
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2.00%
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1.00%

0.00%

2000 2001 2002 2003 2004 2005 2006 2007 2008 2009 2010 2011 2012 2013

I Vacancies at EOY Vacancy Rate  ceeeceeee Linear (Vacancies at EOY)

90 86

Vacancies
2t EOY 123 138 151 117 220 173 165 147 218 144 114 128 132 ‘/\‘

Vacancy 148 LM

Rate 39% 3.6% 41% 35% 24% 31% 41% 48% 45% 42% 57% 49% 41% 3.0% 4.0%
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Vacancy Analysis — 2022




Vacancy Report - 2022

Operating Environment

* Aging asset requiring more intensive repairs:
» water leaks, flooring, electrical, etc.
* Increase in floors required and managing through ACM
* Increase in tenant willful damage in units - walls, doors, cabinets, etc.
* Lack of cleaning through tenancy
* Tenants leaving unit contents behind
* Increased issues bed bugs and cockroaches
* Vacancies in Maintenance Role - ongoing
* Vendor Pool not sufficient to support work — number of vendors, lack of competitive pricing,
quality of work, speed of work — new vendors and approach in place since late 2022
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Vacancy Analysis - 2022

Unit Level Total %
Confirmed Vacant 376
Confirmed Ready 328
Confirmed Rented 355

Average Confirmed Vacant per Month 31.33
Average Confirmed Ready per Month 27.33 87%
Average Confirmed Rented per Month 29.58 94%
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Number of Units per Month — Made Ready

SEPT OCT NOV

N - - - - EE

Green (34+)

Yellow (29 — 33) 62




Vacancy Report - 2022
Number of Units per Month — Leased

Units Leased 2022*

JUN SEPT OCT NOV Total

JAN FEB MAR APR MAY
B - - o o

*excludes 122 Baseline

Green (34+)

Yellow (29 — 33) 96
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Mandate Analysis - 2022

Confirmed Vacant Confirmed Ready | Confirmed Rented

2022 Total % Total % Total %
Adult 145 39% 126 133

Senior 137 36% 123 142

Family 94 25% 79 80

Average Adult per Month 12.08 N/A 10.5 87% 11.08 92%
Average Senior per Month 11.42 N/A 10.25 90% 11.83 104%
Average Family per Month 7.83 N/A 6.58 84% 6.67 85%
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Unit Breakdown - 2022

Confirmed Vacant Confirmed Ready Confirmed Rented

2022 Total % Total % Total %

Bachelor 49 13% 37 76% 35 71%
1 Bedroom 233 62% 213 91% 226 97%
2 Bedroom 23 6% 17 74% 22 96%
3 Bedroom 55 15% 43 78% 55 100%
4 Bedroom 15 4% 17 113% 15 100%
5 Bedroom 1 0% 1 100% 2 200%
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Average Days to Turn Unit - 2022

Unit Type by Mandate Average Days to Turn Unit

Adult Senior Family Total
Bachelor 101 101
1 Bedroom 109 84 93
2 Bedroom 102 102
3 Bedroom 95 95
4 Bedroom 90 90
Total Average 106 84 95 95
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Average Days to Turn Unit- 2022

Average Days to Turn Unit in 2022

% of Units in
Each Criteria

Yellow (61 — 95 days) 27%

Criteria

Future Goals
e Strive to get below 60 days to turn unit on average by the
end of 2023.
e Currently, our average days to turn a unit is 95 and the
breakdown shows a larger percentage in the Red.
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CMHC Renovations 2023 - 2025

Beginning in 2023, units will be removed from the vacancy count for the CMHC renovations. This
process will continue until 2025/26.

* Confirmed ready work begins normally - Pest Control, cleaned out and possible Flooring
removal under normal budget

e Units will be assessed for program inclusion once confirmed vacant.

e Units in this program will be set aside and marked non-lettable and will be reported
separately as part of occupancy reporting.

e Units will be bundled into work packages of 5-8 units and assinged to 1 vendor

* Targets will be established to turn units

e Unit restoration will be part of CMHC budget

* Units will be returned to lettable and will be tracked separately for monitoring leasing
activity
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Impact on Vacancy Management

* Need to review vacancy reporting and ensure transparency in reporting —
internally, Board, public

e Some costs of unit turnover will transfer from Maintenance Expense to
CMHC Expense.

* Reducing new vacancies transferred to vendors and internal resources will
create capacity to:
* Reduce current vacancy backlog;
* Increase capacity of existing staff to manage Maintenance requests
* Reduce need to assign work to vendors that can now be done with internal
resrouces

* Opportunity to manage internal accommodation requests differently.
Where tenant request for accommodation is best managed through
transfer this request should be assessed through this process LM
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Future Vacancy #'s will Decline

Board Report: March 16, 2023

e Current Vacancy % = 4.4% (as of February 2023)
e 2022 Vacancy % = 4.75% (end of 2022)

* Moving 10 — 12 units per month out of circulation
* 1/3 of our current vacancies each month will be removed and placed into a the CMHC process

* If we maintain rent ready units at 34 per month, we should hit our target of 3%
e Restoration units will drop and the time to turn units will decrease

* Goal: 60 days or less target for 75% of units and hitting 60-day average by end of year = December 31, 2023
* New Target for end of 2024 = 2% Vacancy

« When CMHC restorations are completed, those units will return to the count and vacancy numbers are
expected to rise over time.
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CMHC Renovations 2023 - 2025

Baseline Mc Nay Walnut Kent (senior) 345 & 349 Yearlv Total
(seniors) (seniors) (senior) Wharncliffe y

2023 . 20 units 20 units 10 units 15 units 16 units
6 units

2024 14 units 31 units 34 units 10 units 30 units 25 units 16 units 160

2025 15 units 31 units 34 units 10 units 35 units 25 units 18 units 168

35 82 88 20 75 65 50 415
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Vacancy Update YTD 2023




Made Ready Vacancy Report — 2022 / 2023

Number of Units per Month -

January 2022 to May 2023

Units Made Ready 2022

SEPT OCT NOV

. . .

Units Made Ready 2023

JAN FEB MAR APR MAY JUN JUL AUG SEPT OCT NOV DEC AVG

41 32 43 30 38 36.8

* First five months of 2022 = 158
* First five months of 2023 =184 L,_M
* 16% improvement year over year 1
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Monthly Vacancy Trending
2022 & YTD 2023

_ Confirmed Vacant Confirmed Ready Confirmed Rented

Total Total
ota ota Diff +/-
2022 2023

Adult 145 126 B 33 65

Senior 137 52 122 6 N 142 2 N
Family 94 27 - 79 3 1 0 3 B
Adult Units/Month 1208 174 532 105 162 57 11.08 13  1.92
Senior Units/Month 11.4 104 -1.02 1025 138 355 11.83 114 -0.43
Family Units/Month 7.83 54 -243 6.58 6.8 0.22 6.67 7 0.33

Average Units/Month 31.31 ~ 33.2 1.87 27.33 368 9.47 2958 314 1.82
AN
LM




Monthly Vacancy Trending
2022 & YTD 2023

Vacancy Report - 2022

Confirmed Vacant Confirmed Ready Confirmed Rented

Units/Month

Avg. Bachelor
Avg. 1 Bed
Avg. 2 Bed
Avg. 3 Bed
Avg. 4 Bed
Avg. 5 Bed
Totals

3.6
24.2

2.4

0.8

0.2
33.2

-0.48
4.78
0.08
-2.18
-0.45
0.12
1.87

Total
2023

4.4
25.4
1.8
4.2
0.8
0.2
36.8

Change

%
over

Completed

2022

1.32 122% 4.2
7.65 105% 20.2
0.38 90% 2
0.62 175% 4.4
-0.62 100% 0.4
0.12 100% 0.2

o.47 I 314

1.28 117%
1.37 83%
0.17 100%
018  183%
-0.85 50%
0.03 100%
12 [
N

.M
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Average Days to Turn Units (YTD 2023)

Unit Type
by YTD 2023 Average Days to Turn Unit

Mandate

days
Total toturn

%

days to %

Senior

turn unit Change unit Change
Bachelor 48 -53 -52% 48 -53 -52%
1 Bedroom 85 -24 -22% 82 -2 -2% 84 9 -10%
2 Bedroom 68 -34 -33% 68 -34 -33%
3 Bedroom 77 -18  -19% 77 -18 -19%
4 Bedroom 46 ‘44  -49% 46 -44 -49%

Total
77 -29 -27% 82 -2 2% 71 24 -25% 78 -17 -18% AN
Average L,-M
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Average Days to Turn Unit

January 2022 to May 2023

Average Days to Turn Unit in 2022

Criteria % of Units in Each % of Units in Each Diff
Criteria 2022 Criteria 2023
Yellow (61 — 95 days) 27% 24%
Future Goals 2023 Results

e Strive to get below 60 days to turn e Currently, our average days to turn a

unit on average by the end of 2023. unit is 78.
e Currently, our average days to turn a * Working on aged units in June and

unit is 95 and the breakdown shows a July will increase days to turn a unit in N

larger percentage in the Red. Q3 but this will normalize in Q4 L—M
1
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Move out Process
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Move-Out Process

1. Debris Removal
2. Pest Control Management (Multiple treatments may be necessary)

Steps #1 and 2 can take up to a month (30 days)

3. Maintenance Repair (MR’s) begin repair of electrical, plumbing etc.

4. Vendors are brought in for flooring, kitchen and bathroom repairs

5. MR’s return for final installation of light fixtures, range hoods and
door hardware

6. Final cleaning is completed before Tenant Services begins their
process of finding a tenant

Our process can be delayed when there is extensive damage to the
units
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Move-Out Examples (Well-Maintained)
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Move-Out Examples
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Move-Out Examples (Hoarding)
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Move-Out Examples
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