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VISION
With stable housing as a foundation, everyone belongs
and has a bridge to a better life.
MISSION
To operate high quality housing, support housing stability,
and create inclusive communities.
VALUES
Tenant Engagement;
Stewardship.

Collaboration;

Quality;

Equity;

WE BELIEVE
• Safe and affordable housing is a basic right and
fundamental to the health and well-being of all people.
• Stable housing and ongoing support helps people living
with mental health and addiction issues demonstrate
their skills and capabilities, gain greater confidence, and,
achieve fuller ownership of their actions, decisions and
future.
• Responsive and ongoing support promotes fuller
engagement in the community.
• Dynamic partnerships lead to innovation and change.
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EXECUTIVE SUMMARY
INTRODUCTION:

The Community and Belonging Project was a key initiative from Mainstay Housing’s
previous strategic plan (2012-2017). There were several phases of this project. The most
significant phase included conducting the survey in late 2016 and running focus group
discussions in 2018.
The survey received a 43% response rate (340 out of 785). The survey covered several
areas, identified as the following:
• moving to Mainstay;
• about your community;
• safety;
• participation in Mainstay
• participation outside Mainstay; and
• support at Mainstay.
In addition to the survey, Mainstay used the factor analysis method to develop some
themes with support from Ryerson University. Focus group discussions were also
conducted at five sites to probe further into the survey findings. During these focus
group discussions, 29 tenant members participated.

FINDINGS:

The results showed that the decision to move into Mainstay was largely influenced
by tenant members support agencies, hospitals and shelters. The primary reason
behind moving into Mainstay was housing affordability. Other major reasons included:
preferred housing type, easy access to transit, proximity to community services and
safe neighbourhood. Upon move in, some tenant members had little expectation that
Mainstay would address these issues. For many respondents, their needs were very
simple: a place to call home.
On the issues of friendliness, acceptance, safety, and community and belonging
within their building, tenant members’ cumulative responses hovered around in the
mid-range. When asked about acceptance, the answers differed from person to person.
The common definition of acceptance included safety. Tenant members want to feel
accepted and they feel it when they feel safe.
Safety was an important takeaway from the research. About half of the tenant members
mentioned that they do not feel safe within the building nor within their neighbourhood. Tenant members were concerned about the overall safety due to a number of
factors, such as: the stigma associated with the building, unwanted visitors, and the risk
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of being robbed or physically harmed in their neighbourhood. Tenant members in one
focus group commented that they only felt safe during the day or when they were not
in their apartment. On the contrary, tenant members who come from shelters, felt a lot
safer in the building than they did on the street or in the community.
In order to address the safety concerns, participant identified some potential solutions:
24/7 security onsite, more working cameras both inside and outside of the building,
a sign-in and sign-out sheet for visitors, neighbourhood watch in the community so
everyone can look out for each other.
Participation in activities in Mainstay buildings is largely influenced by the type of activities.
Programs that are offered with food showed much higher participation compared to
other programs. Some of the reasons why there is a low participation include: social
anxiety, other time commitments, health issues, language and physical barriers, and not
wanting to socialize with people. A few ideas were brought up for more participation.
These included monthly tenant member library visits, organizing community-inclusive
activities, clothing drives, harm reduction services, healthy programs for the elderly and
disabled, activities for newcomers, and self-defense classes.
Tenant members seem to be well involved outside their buildings. About half the
respondents’ visit their family and friends, and a significant portion visit the library and
community centres, volunteer or attend church.
Tenant members involvement in decision making was on the lower side. Only 22 per
cent responded that they felt involved. Not being aware of an event, opinions not being
heard, the financial obligation of commuting and personal mental illnesses were among
the barriers identified for involvement in decision making. Many tenant members felt
that having an advisory committee would help to deal with this issue.

CONCLUSION:

The knowledge gleaned from the research significantly increased Mainstay’s understanding of its tenant members. Mainstay’s current three-year strategic plan (2018-2020)
has been largely influenced by this research. In addition, the results from the survey
prompted Mainstay to implement a number of quality improvement initiatives, such
as a safety pilot to increase tenant members perception of safety at 550 Kingston
Road, development of a new tenant member engagement framework, and increasing
efficiency in maintenance work order management.
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COMMUNITY AND BELONGING
PROJECT JOURNEY
The Community and Belonging Project was a key initiative from Mainstay’s previous
strategic plan (2012-2017). The goal was to work with tenant members to develop
and implement a tool to measure how tenant members experience community and
belonging within and outside of Mainstay buildings. The project unfolded in four
phases:

PHASE 1:

PHASE 2:

PHASE 3:

PHASE 4:

PROJECT
DEVELOPMENT

SURVEY
IMPLEMENTATION

SURVEY
INTERPRETATION

APPLICATION
OF LEARNING

1

2

3

4

PHASE 1: PROJECT DEVELOPMENT:

The project launched at Mainstay’s November 2013 General Member’s Meeting. This
phase included several steps: hiring a community development specialist; publicly
announcing the project; convening a Steering Committee; developing terms of
reference and a project work plan; designing and implementing focus group questions;
conducting a literature review on the subject of community and belonging; providing an
update on the project at Mainstay’s June 2014 Annual General Meeting and preparing
an interim report.

PHASE 2: SURVEY IMPLEMENTATION

Using phase one report results and the findings from the literature review, phase two
confirmed the indicators and questions on community and belonging. The questions
were tested and revised with expert help and research software. A survey implementation support team was trained and the survey was implemented and rolled out to tenant
members beginning in December 2016. It received a 43 per cent response rate.

PHASE 3: SURVEY INTERPRETATION

Phase three was completed in 2017 and involved in-depth analysis of the survey results.
The survey provided some interesting insights, which led Mainstay to conduct further
studies. Mainstay used the factor analysis method to identify some themes from the
survey. The results indicated that there was still more to learn around how Mainstay
tenant members defined their experience of community and belonging. As a result,
focus group discussions were conducted in April and June 2018 at five Mainstay sites
with small groups of tenant members. The focus groups helped us learn more about
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how tenant members interacted with Mainstay, and each other, whether they valued
this participation, and if not, how we might work together to improve their sense of
community and belonging.

PHASE 4: APPLICATION OF LEARNING

The results from the survey significantly increased Mainstay’s understanding of the
effectiveness of its service model. They are also driving our current quality improvement
agenda. Mainstay’s new three-year strategic plan (2018-2020) is largely influenced by
the tenant members’ survey responses. In addition, learning from the survey prompted
Mainstay to undertake a number of quality improvement initiatives.
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INTRODUCTION
Mainstay Housing conducted a survey
between December 2016 and January
2017 to measure tenant members’
experience of community and belonging
while living in Mainstay Housing.
Knowledge gleaned from the survey
results significantly increased Mainstay’s
understanding of the effectiveness of
our models and has informed our quality
improvement agenda and planning of
future programs.

The survey provided some interesting
insights, which led Mainstay to conduct
further study. With the objective to
develop some themes from the survey,
Mainstay used the factor analysis method
supported by Ryerson University. Themes
or concepts identified were: tenant
engagement, tenant experience, tenant
involvement in decision-making, respect
by Mainstay staff, and tenant sense of
voice.

Tenant members’ responses exceeded
the 40 per cent target. A total of 340 of
785 – or 43 per cent – of tenant members
from Mainstay’s general portfolio and
rent supplement program responded
to the survey. Not all 340 respondents
answered all questions asked. Therefore,
total response numbers were variable
based on each question throughout the
survey analysis.

The survey results and identified themes
indicated that there are more to learn
about the tenant members experience on
their sense of community and belonging.
Therfore, more in-depth exploration were
conducted thorugh focus groups. Focus
group discussions were conducted in
April and June 2018 at five Mainstay sites:
550 Kingston Road, 172 Carlton Street,
17 McCormack Street, 1011 Lansdowne
Avenue, and 305 Parliament. A total of 29
tenants participated in the focus groups.
In this report, an overall picture will be
presented of the survey responses and
focus group discussions.

There were six major sections addressed
in the survey with some demographic
information. The sections were:
A.
B.
C.
D.
E.
F.

Moving to Mainstay 		
About your community
Safety
Participation in Mainstay
Participation outside Mainstay
Support at Mainstay
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FINDINGS
A. MOVING INTO MAINSTAY

Tenant members were asked how they
made the decision to move into Mainstay.
The analysis of findings shows that of
the total 340 respondents, 283 tenant
members answered the question and
33% (93/283) mentioned they made the
decision on their own. Sixty-seven per
cent (190/283) said that they received
assistance in applying to Mainstay, mostly
by case managers: 91% (172/190). In
some instances, tenant members received
support from family, friends and other
individuals.
In the questions where tenant members
were asked for the reasons that led them
to move into Mainstay, the majority (79%)
of the respondents stated affordability
of the housing was the primary reason.
Among other major reasons were:
preferred housing type (45%); easy access

to transit (42%); proximity to community
services (36%); and safe neighbourhood
(34%). The least mentioned reasons were
proximity to family/friends (19%) and
accessibility (27%).
Tenant members were also asked if their
expectations were met since they moved
to Mainstay Housing. Tenant members
were requested to rate the degree to
which their expectations were met on the
issues of housing affordability, safe neighbourhood, easy access to transit, accessibility, preferred housing type, proximity
to community services and proximity to
family/friends. Two hundred and eight
four
tenant members answered this
question and 86% of them responded that
their expectations were met or exceeded.
Fourteen per cent said that their expectations were not met. Notably, the issues
that received the most responses

Since moving to Mainstay, have the reasons met your expectations?
Not Met
Proximity to family/ friends
31

Housing types I wanted

34

Accessibility

34

129
96

158

92
169

64

169

113

64

161

15

0%

52

161

14

Safe Neighbourhood
Affordable Housing

Exceeded

74

Proximity to community services

Easy access to Transit

Met

63

179
10%

20%

30%

116
40%

Figure 1

50%

60%

70%

80%

90%

100%
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indicating expectations were not met
were proximity to family/friends and
safe neighbourhood. Figure 1 presents a
graphical picture of the responses to this
question.
Tenant members identified various
reasons on the open-ended questions
on why they chose to move into Mainstay
and about who helped them with their
decision. Multiple organizations aided
our tenant members in finding supportive
housing at Mainstay, while others were
directed to Mainstay by hospitals and
shelters from which they received
services. Several responses were given as
to why tenant members chose Mainstay
Housing. The primary reason was that
the building locations were close to
specific areas. Other reasons included
that Mainstay would offer on-site support,
privacy and cleanliness.
Focus Group Discussion – Moving into
Mainstay
During the focus groups, tenant members
reported a sense of limited expectations
from Mainstay. For many respondents,
their needs were very simple: a place to
call home. Many of the tenant members
were aware that Mainstay Housing
helped those from a marginalized
population, which included substance
abuse and mental illnesses. Many tenant
members were able to have space and
freedom, which to them was the first step
towards recovery. There is a shared goal
for recovery and harm reduction from
many tenant members, which helped to
increase their satisfaction with Mainstay.
It was recognized that Mainstay housing
has proven as a way for tenant members
to start a new life, and in Mainstay, they
see hope, opportunity, and support to do
just that.

Tenant members were also asked how
their expectations when they moved
into Mainstay had been sustained, and
what possible solutions Mainstay could
implement to address any concerns.
The expectation that received positive
feedback from the tenant members was
the extensive amount of support that
tenant members received from Mainstay
staff. Notably, an issue of concern consistently brought up was safety. Tenant
members made note of the fact that drug
use, sex trade, and nighttime activities
such a yelling and banging on the
doors were persistent in their respective
buildings, which were a threat to their
safety and security. To address this, tenant
members asked Mainstay to enforce
security on trespassers and non-tenants.

B. ABOUT YOUR COMMUNITY

Tenant members were asked to rate
different attributes of their communities
within and outside the building in which
they live. They were asked to rate these
on the scale of Strongly Positive, Positive,
Somewhat Positive, Somewhat Negative,
Negative, Strongly Negative and Not Sure.
On the issues of friendliness, acceptance,
safety, and community & belonging,
tenant members’ cumulative responses
within their building for strongly positive
and positive were in the range between
45% and 62%. On the other hand, for the
same issues outside the building tenant
members responses were lower. Figure 2
gives a comparative picture for both
inside and outside their buildings. For the
same issues of friendliness, acceptance,
safety, and community & belonging,
tenant members’ cumulative responses
for negative and strongly negative were
very low, in the range between 5%
and 11%.
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Strongly Positive / Positive Responses
Within Building

56%

62%
49%

Friendliness

Outside Building

57%

51%

Acceptance

49%

Safety

45%

39%

Community & Belonging

Figure 2

Tenant members also responded to
whether they are comfortable saying hello
to their neighbours within and outside
their building. Sixty-four per cent of the
tenant members responded that they
are comfortable saying hello to either all
or most of their neighbours within their
building. Outside their building, 52% of
them are comfortable with all or most of
their neighbours in saying hello. However,
24% of the tenant members said that they
say hello to only a few or none of their
neighbours within the building and 32%
in the case of outside the building.

either strongly agree or agree with the
statement and only 17% said that they
disagreed or strongly disagreed with the
statement.

On the question of where tenant members’
friends live, only 31% responded that all
or most of their friends live within their
building and 40% of tenant members
said that most or all of their friends live
outside their building. 57% of the tenant
members said that only a few or none
of their friends live within the building
and 47% said only a few or none of their
friends live outside the building.

In the focus group discussions, tenant
members identified a wide array of
understandings of what it meant to feel
accepted both in the community and in
their building. Acceptance had different
definitions based on individual responses.
The common definition of acceptance
included safety. Tenant members want
to feel accepted and they feel it when
they feel safe. Safety meant being able to
engage with their neighbours and their
community, which in turn would make
them feel more accepted.

Tenant members were asked about how
much they agree with the statement that
they feel comfortable asking for help
from their neighbours within the building
when they need it. Forty-four per cent
of the tenant members said that they

Tenant members were also asked how
much they agree that their neighbours
are comfortable asking for help from
them. In response, 52% responded that
they either agree or strongly agree with
the statement and only 8% responded
negatively.
Focus Group Discussion – About Your
Community

The discussion of feeling accepted
in the community brought different
points out. For some tenant members,
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reputation, abuse, and stigma affected
the way someone would feel accepted
in the community. Some tenant members
experienced social anxiety, so where
they go is limited, but they feel accepted
by staff in local stores. Several tenant
members touched on the importance of
feeling accepted in the community and
how it correlates to their mental health.
They offered ideas such as community
meetings, organizing activities, putting
up posters with positive quotes and
raising awareness in the community as
ways to help them feel more accepted.

C. SAFETY

On the topic of safety for the last 12
months’ time period, most tenant
members responded in favour of feeling
safe both in their building and in their
neighbourhood. More than half (55%)
of the tenant members either agreed or
strongly agreed that their building is safe
and only 18% said that they do not feel
safe in their building.
Regarding neighbourhood safety, 55% of
the respondents either agreed or strongly
agreed that their neighbourhood is safe,
whereas only 13% of them responded
negatively. Details can be found in Figure 3.
Several tenant members disagreed that
their building and community had been
safe within the course of the past year.

Tenant members responded that they
were usually subject to verbal abuse,
physical abuse, robbery, an environment
of drug use, and an ample amount of
threatening trespassers or non-tenants
within their respective buildings. Issues
with security not performing their job
well, and neglecting to replace essential
cameras around the property were
also concerns brought up. Within the
community, Mainstay tenant members
are subject to the stigmas surrounding
people with mental illnesses, and so they
feel that they are subject to discrimination by the police and to gang violence.
Other issues within the community are
drinking, drugs, vandalism, and other
socioeconomic issues.
Focus Group Discussion – Safety
Safety was an important follow up in
the focus groups. The tenant members
identified concerns and areas of
improvement for safety both inside and
outside of their building. Tenant members
were concerned about the overall safety
due to the stigma associated with the
building, unwanted visitors, or the risk
of being robbed or physically harmed
in their neighbourhood. Safety meant
feeling secure, having peace of mind,
making a life for oneself, and accepting
yourself and others. Tenant members in
one focus group commented that they
only felt safe during the day or when they

Safety
My neighbourhood has been safe

19%

My building has been safe
Strongly Agree

36%

25%
Agree

Somewhat Agree

31%
Somewhat Disagree
Figure 3

22%

15%
Disagree

5%

8%

9%

Strongly Disagree

7%

5%

8%
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Participate in Building Based Activities
60%
50%

40%
30%
20%
10%

0%

Com. Kitchen

Food
Program

Gardening

Coffee
groups

Social
activities

Fitness

Games

Info Sessions

Other

None of
above

Figure 4

were not in their apartment. Many felt
that the unwanted visitors were an issue
because they could hear the activity on
the floor, voices, and people knocking on
doors in the middle of the night.
A lot of tenant members came from
shelters and feel a lot safer in the building
than they do on the street or in the
community. When discussing solutions,
there were two things identified that
Mainstay Housing could do to improve
their sense of safety: enforce security and
have more working cameras both inside
and outside the building to help track
movement and provide tenant members
with more ease. The tenant members
also discussed initiatives that they could
do to help with safety in the building
and community. They discussed the
idea of having a neighbourhood watch
in the community, so everyone can look
out for each other. Another idea was for
the buildings that do have security that
they use a sign in and sign out sheet
for visitors. This has worked in the past
and can act as a way for visitors to be
accountable. Mainstay tenant members
would like to work with supportive
housing workers and the organization
to help increase access to in-house and
after hours supports when someone is
feeling unsafe.

D. PARTICIPATION IN MAINSTAY

A variety of activities are conducted in
Mainstay buildings. Tenant members
were asked in which of the activities they
participated. Community Kitchen seems
to be most popular of the all activities as
48% of the tenant members responded in
favour of attending it. This was followed
by Coffee Groups with 39% responses.
Fitness received the lowest responses
with 10%. 16% of tenant members said
that they participated in games. Twentythree per cent of respondents said that
they do not participate in any activities.
Figure 4 presents a graphical picture.
When tenant members were asked to
respond whether they participated in
monthly tenant members’ meetings
varying responses were received.
Approximately 44% of the tenant
members said that they rarely or never
participate, whereas 34% of them said
that they participate always or most of the
time. When asked about the reasons why
they rarely or never participated, 27% of
the tenant members said that they were
not available at the time of the meetings
while 24% of them said that they do not
feel comfortable attending. Twenty-one
per cent of the tenant members said that
they were not interested in participating
in the meetings.
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were asked what activities they would like
to organize or lead, more than half (52%)
of them said they do not want to organize
any. Nevertheless, some have interests
in organizing Coffee Discussion Groups
(23%), Community Kitchen (21%), and
Food programs (20%).

Tenant members at Mainstay have the
opportunity to participate in various
agency-wide activities; however, with
the exception of Celebration/Seasonal
Dinner, Summer Picnic, and Annual
General Meeting, which received 50%,
41%, and 31% of responses respectively,
reported participation in other activities
was low. Figure 5 presents a comparative
picture of the responses.

Tenant members were asked how much
they agree with the following statement:
“I feel I can make my ideas about helping
my community into a reality”. Thirty-three
per cent of respondents either agreed
or strongly agreed with this statement
and 16% either disagreed or strongly
disagreed. A significant portion (20%)
was unsure about this. On the topic of
whether tenant members have ideas
about how to make the community a
better place, 38% responded positively
while 13% of the tenant members either
disagreed or strongly disagreed with the
statement. Twenty per cent were not sure
about this.

Analysis of responses also shows that
tenant members are not interested in
organizing or leading events inside
the building or even the agency-wide
activities. Only 28% of the tenant
members said that they would lead
or organize building run activities. For
agency-wide activities, this number is
even lower, with merely 16% providing
leadership to these activities. When they
were asked about what programs they
have helped in organizing or leading at
Mainstay, half of the respondents (49%)
said that they have not organized any.
However, some of the tenant members
(around 20% each) said that they have
organized or led Coffee Discussion
Groups, Gardening, and Community
Kitchen. Tenant members are reluctant
to organize or lead activities. When they

When tenant members were asked about
how much they feel involved in the decision-making process at Mainstay, 44% of
them responded negatively while only
22% feel that they were involved in the
decision-making process.

Agency-wide Activities Participation
Aware and Participate

18%
51%

31%
Annual General
Meeting

24%

30%

53%

48%

23%

22%

General Members
Meeting

Opp Fund

Aware but Not Participate

31%

58%
11%
Board of Directors
Figure 5

29%

Not aware

13%

14%

46%

36%

41%

50%

50%
21%
WRAP

Summer Picnic

Celebration

COMMUNITY AND BELONGING PROJECT FINAL REPORT

Some tenant members responded that
they do not participate in any of these
activities. When questioned, tenant
members responded that they have social
anxiety, other time commitments, health
issues, language and physical barriers
that prevent participation. They said they
like to socialize with people elsewhere,
and some are simply not interested. As
a simple solution to get tenant members
involved in Mainstay discussed in the
survey, was for staff to ask them to help
and encourage them to do so. Offering
gratitude and other sources of motivation
such as food would also allow them to be
more involved in Mainstay activities.
Many ideas were noted by tenant
members to improve their community.
Examples include organizing community
inclusive activities, monthly tenant library
visits, clothing drives, harm reduction
services, healthy programs for the elderly
and disabled, activities for newcomers,
and self-defense classes are example
ideas that tenant members have that they
believe will make Mainstay a better place
to call home. Tenant members would like
to help lead activities as well including
gymnastic classes, breakfast clubs, activity
nights in the common room, motivational
meditation group, women’s’ group, and
board games club.

Multiple tenant members addressed the
fact that they have stopped attending
meetings due to the fact that concerns
they brought up at the meetings were not
considered, and no solution was brought
forward to solve them. In contrast, some
tenant members noted the need for
tenant member meetings to be brought
back into their respective buildings, as it
is the only way that tenant members can
communicate and think together. The
majority of tenant members felt that they
enjoyed these types of activities because
they did not have to travel and they could
get to know other tenant members better.
They preferred more social activities over
general meetings.
Tenant members stated that they enjoyed
activities offered in the building such as
community kitchen, but wanted Mainstay
to help organize activities that tenant
members wanted. Some activities that
were of interest to the tenant members
were going to the CNE, game night
and karaoke. A need that was identified
by tenant members was knowledge of
supports available in the community and
the formation of a support group in the
building. Tenant members are willing to
lead these support groups, in the hope
that tenant members who need it will
come out and accept the help offered.

Focus Group Discussion – Participation
in Mainstay

Focus Group Discussion – Involvement
in Decision Making

During the focus group discussion, tenant
members were asked about their participation in Mainstay agency-wide events
and monthly tenant member meetings as
well. While there were mixed responses
to this question, it is notable that many
tenant members refrain from participating in these events because they feel as
though it is not worth their time to do so.

Decision making was identified by tenant
members as an important component to
help advance community initiatives and
building activities. What decision making
meant differed among tenant members.
For some, it was participation in building
activities, going to house meetings or
attending Community Kitchen. Although
tenant members are encouraged to
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participate, there were some common
barriers that prevented tenant members
from being involved in decision making.
Some of these barriers are: not being
aware of the event, opinions not being
heard, the financial obligation of
commuting and personal mental illnesses.
A common need and want from different
tenant members from different Mainstay
buildings was the implementation of
a tenant member advisory committee.
Tenant members acknowledged that
being involved in decision making would
bring them together to tackle issues collaboratively. Many tenant members felt
that having an advisory committee would
help to deal with issues immediately
instead of waiting for the involvement
of Mainstay or the Supportive Housing
Workers (SHWs).

E. PARTICIPATION OUTSIDE
MAINSTAY

Tenant members seem to be well involved
outside their buildings. Fifty-six per cent
of the tenant members visit their family
and friends, while a significant portion
of them (43%) visit the library. Visiting
community centres (33%), volunteering
(32%), and attending church (31%) were

the other major activities outside the
building they participated in on most
occasions. Details can be found in Figure 6.
Tenant members were also asked about
their participation in federal, provincial,
and municipal elections before and after
moving into Mainstay. Analysis of findings
shows that there were very insignificant changes since they have moved to
Mainstay. Forty-five per cent of the tenant
members do not vote in the elections,
which is very much the case even after
they have moved to Mainstay. The major
reasons why they do not participate in
elections are: not interested (48%), not a
Canadian citizen (21%), not aware of the
political parties (16%), and do not know
where to vote (15%).
Tenant members are well involved
outside of their respective buildings
by participating in community activities
and volunteering as well. Activities that
tenant members participate in include
lessons such as gymnastics, art classes,
singing, karate, and also participating
in community outreach services along
with the Centre for Addiction and Mental
Health. There are also a variety of places
where tenant members volunteer. Such

Outside Building Activities Participation
56%
43%
31%

33%

32%
20%

19%
10%

Attending
Church

Volunteering

Visiting
family/friends

Working at a
job

Attending
school

Attend ﬁtness
class

Figure 6

Visiting
Community
centres

Visiting
library

15%

15%

Other

None of
Above
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Support at Mainstay
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examples include churches, tutoring
services, food banks, hospitals, Canadian
Hearing
Society,
support
service
agencies, cafes, Evangel Hall, and meals
on wheels.

F. SUPPORT AT MAINSTAY

Mainstay is unique in its support model,
so tenant members were asked about
different aspects of support at Mainstay.
Tenant members were asked about
awareness of whom to contact when they
need help; approaching SHWs for help;
reporting problems in their units to SHWs,
and their experience contacting SHWs
in the absence of their case managers.
At least 80% of the tenant members
responded that they are either strongly
aware or aware of all these options.
Tenant members were also asked to
rank whom they contact when they need
assistance. The analysis of responses
shows they contact mostly their case
managers followed by supportive housing
workers and their family members.

In the case of serious concerns, 72%
of the tenant members responded
that they agree or strongly agree with
the fact that they are comfortable in
making a formal complaint to Mainstay.
Regarding the process of how to make
a formal complaint, 65% of the tenant
members are aware or strongly aware
of this. Seventy-four per cent of tenant
members responded positively that they
can live anywhere as a successful tenant.
Furthermore, 75% of the tenant members
said that if they face any tenancy related
problems, they play an active role in
resolving them always or most of the
time.
When asked how often they feel
respected by the Mainstay staff and
how sensitive Mainstay staff is to their
cultural needs at least 80% of the tenant
members responded positively in favour
of all levels of Mainstay staff. Figure 7
provides more details.
Tenant members’ overall experience
living at Mainstay was also positive. Thirtythree percent of the tenant members
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Experience living at Mainstay
3%

2%

3%

Very Satisﬁed
Satisﬁed
Somewhat Satisﬁed
Somewhat Dissatisﬁed
Dissatisﬁed
Very Dissatisﬁed

33%

22%

38%

Figure 8

indicated that they were very satisfied
with their overall experience at Mainstay
while 38% indicated that they were
satisfied and 22% said that they were
somewhat satisfied at Mainstay. Only 8%
of tenant members mentioned that they
were dissatisfied at different degrees.
Figure 8 presents a graphical picture of
the responses. More than three quarters
(77%) of the tenant members responded
in favour of recommending Mainstay to
their family and friends while 15% were
not sure and only 8% said that they would
not recommend Mainstay.
Aside from the sources listed in the
survey that tenant members could
contact when in need of help, tenant
members mentioned other sources they
would prefer to contact instead. Such
sources included their therapist, psychiatrist, spouse, municipal support agency,
community centre workers and pastors.
Although most tenant members feel that
Mainstay staff supports them, there are
a handful of tenant members who feel
otherwise. This is due to the fact that they

have been verbally abused by Mainstay
staff, feel stereotyped by them, have no
respect for their circumstances, and that
none of their problems get assessed and
solved properly.
Overall, survey responses concluded
that Mainstay has given tenant members
a decent place to stay, grow, and be
progressive with their lives. Tenant
members addressed the fact that they
would be pleased to recommend
Mainstay to others, for the following
reasons: Mainstay is affordable, safe,
and clean, provides support, understand
needs of tenant members, and the
location is convenient. In contrast, many
tenant members also stated that they
would not recommend Mainstay due to
the way tenant members are stereotyped
there, how prominent the drug use is,
the level at which Mainstay staff does not
recognize interpersonal issues, and the
unsafe environment within some of the
buildings and community.
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Where did you live just before moving to Mainstay?
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15%
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Temporary housing
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Figure9

Respondents were also asked where they
lived just before moving into Mainstay.
The findings were that 18% of the tenant
members came from their family/friend’s
house, 16% each from the private market
and rooming or boarding housing.
Fifteen per cent lived in shelters while
10% were in group homes. Figure 9
shows a graphical representation of all
the responses.
Focus Group Discussion – Support at
Mainstay
Overall, tenant members that participated in the focus group discussion felt
that they had a considerable amount of

support from Mainstay – in a much greater
capacity than they had in their previous
form of housing. Tenant members also
felt that support is offered by the Mainstay
staff they interact with and they know that
they can ask for their help whenever they
feel the need to. Lastly, tenant members
are overall satisfied with the services that
Mainstay provides them with, but have
identified that Mainstay is sometimes
reluctant to addressing tenant members
concerns. Tenant members felt that if
Mainstay made a more proactive effort
to recognize these concerns, tenant
member lives and their experience within
Mainstay would be more fulfilling and
greater satisfaction would be achieved.
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CONCLUSION
The comment section of the survey does
indicate that many tenant members
enjoyed the survey as it stimulated them
to think about the answers they gave
to questions. However, some tenant
members identified that the length of
the survey was a bit too long. Tenant
members posed requests to Mainstay as
well to make transfers done faster and
that scattered units should also have
access to building based activities as well.
Overall, the survey was well received by
most tenant members and they believe
that Mainstay is right on track with the
survey.
Many tenant members expressed that if it
wasn’t for Mainstay many of them would
still be in shelters. Having a roof over
their head, and being around others with
similar lived experiences was positive.
Mainstay recognizes the needs of their
tenant members and the Supportive
Housing Workers are important in
bridging towards independent living.
Tenant members overall, across all
buildings, want to enforce more safety
measures, have better group activities and
better communication with maintenance
requests. The focus group discussions
gave tenant members an opportunity to
speak openly about their concerns and
be a part of the continued conversation
of community and belonging.

Using Survey Findings and Moving
Forward
The community and belonging project
was a key initiative from Mainstay’s
previous strategic plan (2012-2017).
After several phases, this project was
completed in 2018. This report is one
of the final products of this important
project. However, the findings from this
initiative were much more significant than
this. Our current three-year strategic plan
(2018-2020) was largely influenced by
the tenant members’ survey responses.
In addition, learning from the survey
guided Mainstay to implement a number
of quality improvement initiatives such
as a safety pilot on increasing tenant
members’ perception of safety at 550
Kingston Road, building a tenant member
engagement framework, and increasing
efficiency in work order management.
The knowledge gleaned from the survey
results significantly increased Mainstay’s
understanding of the effectiveness of its
service model and will drive the quality
improvement agenda moving forward.
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