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Mainstay Housing provides safe, quality, affordable and permanent housing for people 
living with mental illness who are referred by our partner agencies and who are able 
to live independently with supports. Mainstay Housing is a community- based agency 
that owns and operates forty-one buildings with 867 units across Toronto for single 
people, couples and families with children. We offer shared, self- contained and family 
units. We also offer eighty-eight rent supplement units for people living with addiction 
issues. We provide support. 

 
Mainstay believes that housing is a right. Housing is more than just a place to stay. 
Having stable housing is an essential part of recovery and taking charge of one’s 
health and wellbeing. 

 
Mainstay is here to work with you and your supports to ensure that your housing will 
be the best it can be. 

 
All tenants are members of Mainstay and can participate at all levels of the 
organization including the Board of Directors. 

 
Mainstay welcomes diversity and encourages mutual support and respect among its 
tenant-members. 

 
 

What is the Purpose of the Healthy Home and Community Handbook? 
 

This ‘Healthy Home and Community Handbook’ was created by tenant-members 
and staff to welcome you to your new home. It is filled with information about your 
home and your community. It forms part of the lease you signed with Mainstay 
Housing. 

 
It gives practical information such as how to pay rent, how to get repairs done and 
how to recycle. It has information on safety, conflicts and complaints, transfers, 
tenant-member groups and programs. 

 
It shows how you can work with your neighbours and Mainstay Housing staff to build 
a community you can enjoy and take pride in. It will help answer questions you may 
have about your rights and responsibilities as a Member and a Tenant. Tenant- 
members have the full rights and responsibilities of the Residential Tenancies Act, 
2006. 

 
We hope you will turn to this Handbook whenever you have a question about what 
your rights and responsibilities are as a Member and Tenant at Mainstay. If you have 
questions that are not answered in the ‘Healthy Home and Community Handbook’, 
feel free to ask your Supportive Housing Worker. 

WELCOME TO MAINSTAY HOUSING 
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Mission Statement 
 

Our mission is to operate high quality housing, support housing stability and 
create inclusive communities. 

 
Vision Statement 

 
With stable housing as a foundation, everyone belongs and has a bridge to a 

better life. 
 

Our Values 
 

Excellence and Leadership 
We build on the leadership of tenant members, the board of directors, and staff, to 

achieve high standards and deliver solid outcomes. 
 

Innovation and Knowledge 
We support the sharing of expertise and knowledge and are open to new ideas, 

new approaches and purposeful change. 
 

Diversity 
We embrace a diversity of people, perspectives, experiences and approaches to 

achieve best possible results. 
 

Respect and Teamwork 
We respect each other and believe in the power of teamwork. 

 
Accountability 

We take responsibility for our actions and measure our results to promote continual 
learning and improvement 

 
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 addition 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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SITE OFFICES 
Supportive Housing Workers work at site offices located in the Mainstay Housing buildings 
listed below. They also travel to other Mainstay Housing buildings that do not have an office 
on site. If you want to speak with your Supportive Housing Worker, just give him/her a call. 
The site office numbers are listed below. 

 
550 Kingston Road (Kingston & Main) 416-693-8345 

Streets to Homes Program 416-693-2569 

179 Broadview Avenue 
(Broadview & Dundas East) 

416-465-7858 

328 Dundas Street East 
(Dundas East & Sherbourne) 

416-935-0330 

2750 Dundas Street West 
(Dundas West & Keele) 

416-761-7465 

17 McCormack Street 
(Weston & St Clair West) 

416-761-0074 

2490 St. Clair Avenue West 
(Runnymede & St Clair West) 

416-762-4791 

1187 Queen Street East 
(Queen East & Jones) 

416-469-6776 

777 Danforth Avenue 
(Pape & Danforth Ave.) 

416-466- 6167 

305 Parliament St 
(Parliament and Dundas East) 

416-504-5205 

MAINSTAY CONTACT INFORMATION 
 
Head Office Address ........................................................... 550 Queen Street East 

(Queen East and River) 
Suite 105 (Mezzanine) 

Toronto, ON M5A 1V2 
 
Office Hours ................................................................................ Monday to Friday 

8:30 a.m. – 4:30 p.m. 

Phone Number .................................................................................. 416-703-9266 
TTY Number ..................................................................................... 416-703-9267 
FAX Number ..................................................................................... 416-703-9265 

 
Email Address ................................................................ info@mainstayhousing.ca 
Website ........................................................................... www.mainstayhousing.ca 

mailto:info@mainstayhousing.ca
http://www.mainstayhousing.ca/
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YOUR IMPORTANT PHONE NUMBERS 
Name Phone Number Relationship 

   

   

   

   

   

   

   

   

   

   

EMERGENCY NUMBERS 
Police, Fire Department or Ambulance ............................................................ 911 

Police (non-emergency) .................................................................. 416-808-2222 

Mainstay Housing - During Office Hours ......................................... 416-703-9266 

Mainstay Housing – After Hours Emergency Number ..................... 416-799-0658 
(see page 25) 

Enbridge Consumers Gas Emergency Line (If you smell gas) ................ 416-447-4911 
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1. ABOUT MAINSTAY HOUSING 

How Did We Get Here? 
 

In the early 1970s, many people who lived in psychiatric hospitals were moved out 
into the community. 

 
The challenges that people living with serious mental health issues faced included 
poverty and negative attitudes toward users of the mental health system. People who 
moved out of institutions had very few options for safe and affordable housing. Many 
people found themselves living in unsafe boarding homes and rooming  houses 
without enough support to live independent and healthy lives. 

 
Mainstay Housing was founded in 1982 as “The Supportive Housing Coalition of 
Metropolitan Toronto” to address the need for supportive housing. In 2004, our tenant-
members approved our name change to “Mainstay Housing”. 

 
Currently, Mainstay Housing owns and manages 41 properties across Toronto. This 
works out to over 867 households and  over  1,000  tenant-members.  We  also  offer 
over 100 rent supplement units intended for people living with addictions issues. 

 
We are proud of our achievement of advancing the interests of users of the 
mental health system by: 

 
• Developing, building and managing quality, affordable housing; 
• Providing meaningful support to our tenant-members; 
• Adding to knowledge and creating policy change through research and action. 
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Board of Directors 
 

A Board of Directors is responsible for Mainstay Housing. The Board is made up of 
volunteers from the community and tenant-members just like you. They believe in 
Mainstay’s mission and values and work together for Mainstay’s best interests. 

 
The Board is not involved in the day-to-day operations of Mainstay. If you are 
interested in becoming a Board member, contact the Executive Assistant at head 
office for more information (416-703-9266). She will tell you what the steps to 
becoming a Board member are. Elections are held at the Annual General Meeting. 

 
 

Mainstay Housing Staff 
 

There are three departments at Mainstay Housing under the direction of the Executive 
Director. All departments work together as a team to provide you with the best service 
possible. 

 
Tenant and Member Services Department (TMS) 

TMS works with tenant-members to support their aspirations. The TMS 
Supportive Housing Workers are responsible for tenant-member engagement, 
intervention, skills development and community-building to ensure housing 
stability and quality of life. TMS provides support so tenant-members can meet 
their responsibilities under the Residential Tenancies Act, 2006 and engage in 
problem solving. The Housing Access Coordinator is responsible for move- 
ins/lease-signings and internal transfers. 

 
Building Services Department (BSD) 

BSD is responsible for repairs in your unit, fire and life safety systems and the 
care and repair of all Mainstay properties. BSD oversees landscapers, painters, 
plumbers and other contractors, does most of the repairs in or around the 
buildings including in your unit, and keeps the common areas of the buildings 
clean. BSD plans and coordinates large repairs and building improvements. 
BSD has caretakers and maintenance workers who carry out assigned work 
based on a schedule in your building. 

 
Finance and Administration Department (F&A) 

 

The Finance Department (F&A) collects rent and issues receipts to tenant- 
members. It also manages Mainstay’s budgets, maintains financial records and 
looks after our computer systems. It is responsible for the subsidy programs and 
rental policies. It also deals with parking contracts. F&A provides reception 
support and makes sure your phone calls are directed to the right person. 
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Funding 
 

Mainstay Housing is a non-profit, charitable organization funded through the Ontario 
Ministry of Health and Long Term Care (MOHLTC), the Canadian Mortgage and 
Housing Corporation (CMHC), the Toronto Central Local Health Integration Network 
(TC LHIN) and the City of Toronto. The MOHLTC and CMHC provide funding for such 
areas as mortgages, utilities, property maintenance, some staff salaries and office 
expenses. The TC LHIN and City of Toronto provide funding for support services and 
office expenses. This funding enables Mainstay Housing to offer affordable housing 
and support to people who meet the eligibility requirements. 
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2. MEMBERSHIP 
 

EVERY MAINSTAY TENANT IS A MEMBER 
 

Mainstay believes in the people who choose to live with us. In 1990 Mainstay decided 
that its tenants could also be members of the corporation and play a role in helping 
Mainstay reach its goals. 

 
Building a Community 

As a tenant, you are a member of Mainstay Housing. 
 

The extent of your involvement in that membership is entirely up to you and could 
change over time. If you choose to become active in the Mainstay community, it could 
mean attending the Annual General Meeting, General Members Meetings, or running 
for a seat on the Board of Directors. It could also mean being involved in your 
community by attending monthly tenant-member community meetings held at your 
building. You might choose to participate in coffee groups or gardening club. You may 
choose not to get involved in any activities at all. Whatever you choose is fine. 

 
We encourage tenant-members to participate in the Mainstay Housing community 
only to the extent that they feel comfortable. 

 
Tenant-members are entitled to: 

• Receive 10 days written notice of Annual General Meetings and General 
Members Meetings; 

• Vote at Annual General Meetings; 
• Run for the Board of Directors; 
• Attend open Board meetings; 
• Attend activities and information sessions; 
• Apply for training programs when they are offered; 
• Help plan and carry out activities, events, clubs or committees; 
• Attend monthly tenant-member community meetings. 

 
Tenant members are entitled to apply to sit on the Tenant Member 
Advisory Committee. 
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Tenant-Member Groups and Programs 
 
 

Here are some ways tenant-members have chosen to improve their building 
communities at Mainstay: 

 
Gardening Club 

 
Each spring Mainstay tenant-members may participate in or initiate a 
gardening club program at their building. Tenant-members, support 
agencies and Mainstay staff work together to create sustainable and 
beautiful gardens. Preparing the soil, planting, maintaining the garden 

and harvesting throughout the season creates a sense of pride. Members have found 
that working alongside their neighbours in the fresh air is enjoyable and rewarding. 

 
Supplementary Food Program 

 
In some Mainstay buildings, tenant-members have partnered with the 
Daily Bread Food Bank to organize and run a food program. If you would 
like to see this in your building, speak to your Supportive Housing Worker 
who will provide you with information and help you get started. 

 
 

Here are some portfolio-wide events, activities and committees tenant- 
members can become involved with: 

 
Tenant Member Advisory Committee 

 
The Tenant Member Advisory Committee was formed in 2016 to work on 
strategies for membership engagement and community development. 

 
Tenant-members have volunteered their time and expertise to work with Mainstay 
staff to provide input and advice on: 

 
• communication and how to create opportunities for tenant-members to get 

more involved; 
• key issues that impact tenant-member development and participation; 
• evaluating community development activities. 

 
Conflict Resolution and Mediation Committee 

 

Tenant-members, Mainstay staff and staff from external agencies form a neutral 
mediation team to reach an agreement when neighbours are in conflict with one 
another. The goal is to help build a stronger community. 
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Annual Events 
 

Through fundraising, Mainstay holds yearly events open to all tenant-members as an 
opportunity to interact with the larger Mainstay community. These include barbeques, 
picnics, trips to places of interest and seasonal celebrations. 

 
 

Volunteer Recognition Event 
 
 

Each year Mainstay holds a recognition event to show appreciation to 
tenant-members for their commitment and dedication to their 
communities. Tenant-members are recognized for taking leadership roles 
and for their eagerness to make a positive difference where they live. The 
role of tenant-members varies from co-facilitating community development 

activities to leading and running programs. These volunteers are recognized 
not only by Mainstay staff but also by community members for their willingness 

to generously donate their time and efforts over time. 
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Mainstay Housing is not able to give tenant-members transit fare on a 
regular basis. However, transit fare is available if you are: 
 

Attending the Annual General Meeting or General Members Meeting; 
A tenant board member attending a board meeting or board function; 
Sitting on a Mainstay Housing portfolio-wide committee; 
Attending certain programs. 

 
You will be notified about the availability of transit fare for other events. 
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3. TENANCY 
 

Mainstay believes in the right to housing. As a tenant-member you have rights and 
responsibilities under the Residential Tenancies Act, 2006. 

 
You can live here as long as you wish provided you: 

 
• meet our funder requirements for subsidized housing; 
• meet your responsibilities as a tenant just like any other tenant in Ontario. 

 
The responsibilities of a tenant-member are simple: pay the rent, be a good neighbour 
and work with Mainstay as your landlord to keep your building and your unit repaired 
and clean. 

 
This section is intended to help you understand your rights and responsibilities and 
what to expect from Mainstay. 

 
 

OUR APPROACH TO SUPPORT 

Moving into a new home can be a stressful. For each individual the experience is 
unique. Some may not have lived in one place for very long or may have been 
homeless, while others may have left housing due to conflicts with roommates or 
because they couldn’t afford the rent. Meeting new neighbours and getting to know a 
new community can be a challenge. Mainstay recognizes that support needs for 
tenant-members are different for each individual and the level of support changes over 
time. 

 
Mainstay Supportive Housing Workers (SHWs) 

 

Mainstay SHWs work with you and your support worker from the agency that referred 
you to Mainstay. Our agreement is to work together to provide ongoing support as 
long as you live at Mainstay. 

Mainstay SHWs will: 

• Help you understand your rights and responsibilities as a tenant-member; 
• Work with you to solve problems related to your housing or with neighbours; 
• Provide on-site emotional and practical support; 
• Work with you in groups to develop meaningful programs and activities that 

meet your need and support your leadership; 
• Work closely with your primary supports including the agency that referred 

you to Mainstay; 
• Refer you to services in the community (such as health clinics, job training or 

other resources). 
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Support from Referring Agency 
 

Support workers or case managers from the agency that referred you to Mainstay 
have agreed to continue support as long as you live at Mainstay. Among other things 
they will: 

• Provide primary mental health or harmful substance use support; 
• Visit you in your home/community; 
• Work closely with your Mainstay SHW especially around issues or problems 

that will affect your tenancy; 
• Refer you to services in the community. 

 
Recovery and Harm Reduction 

 

Mainstay Housing believes that tenant-members have the right to make decisions 
regarding their minds, bodies and environments, to the extent that these decisions do 
not impact negatively upon other tenant-members’ and the Landlord’s safety or 
reasonable enjoyment. Our work is informed by Recovery and Harm Reduction. 

 
Recovery 

 

Mainstay is committed to supporting tenant-members in their recovery process. 
We understand that recovery is unique to each individual. 

 
We know that moving forward to realize one’s hopes and dreams happens best 
when someone is feeling safe and secure. Creating communities where tenant-
members want to live, where they have choice, decision-making power, feel 
pride in their home and connected to their neighbours is how we, as a 
supportive housing provider, nurture that environment. 

 
 

Harm Reduction 
 

For tenant-members who use substances or who identify as having 
addictions, Mainstay works from a harm reduction approach. This means: 

• You can approach your SHW if you need support related to your 
substance use; 

• You will not be judged based on your substance use; 
• Mainstay can provide information/resources on how to keep your housing 

while using substances; 
• Your substance use will not put your housing at risk unless the behaviour 

related to your use is causing disturbances or jeopardizes the safety of 
your neighbours, Mainstay staff or your building community; 

• Mainstay wants to support you in your recovery. 
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Examples of behaviours that would be considered disruptive to the community are: 

• a lot of traffic/visitors in and out of the building/unit during the day or night; 
• ongoing loud noise or music; 
• visitors taking over your unit or staying beyond what is allowed under 

Mainstay’s guest policy (see page 33); 
• visitors or guests threatening your neighbours or staff. 

 

COMMUNITY DEVELOPMENT 

Tenant-Member Community Meetings 

Tenant-member community meetings are held every month at a predictable time and 
place. These meetings provide an opportunity for tenant-members to voice their 
interests, successes and concerns about their community. You are not required to 
attend, but Mainstay encourages you to participate. The agenda for the meeting will 
be posted in your building. Talk to your Supportive Housing Worker to add items to 
the agenda. Bring any new ideas you may have for your community to this meeting. 

 
Other activities may include gardening club or food program, or coffee discussion 
groups and exercise classes. Some buildings have a community kitchen. 

 
Talk to your Supportive Housing Worker about what kinds of activities, clubs or 
committees are in your building. 

 
Conflict Resolution and Mediation 

 
 

Conflict is natural; it’s a part of life. If you are involved in a conflict 
with another tenant-member, try to resolve the issue with them first. 

 
Sometimes, even after tenant-members have attempted to resolve their 

conflicts on their own or with the help of their Supportive Housing Worker, they find 
that the issues are still unresolved. 

 
Here are some methods to resolve a conflict. Negotiation and mediation are usually 
the best because they give you the chance to decide on your own solution. Eviction 
can take decision-making away from you and give it to another party, usually the 
Landlord and Tenant Board. 

 
1. Negotiation: Talk about the issue directly with the person. Your Supportive 

Housing Worker can help you role play or practice how to get your message 
across to the other person in a way that might get better results for you. For 
example: “I have a hard time sleeping when your dog barks in the middle of the 
night”. This may work better than saying “You’d better shut that dog up or 
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else.” Negotiation means finding a solution that both parties can live with. Often 
this means being willing to compromise. 

 
2. Mediation: Mainstay Housing, in partnership with its tenant-members, 

developed a Conflict Resolution and Mediation process. This gives the tenant-
members involved in conflicts the opportunity to meet with a neutral mediation 
team to reach an agreement. The goal is to help build a stronger community. 
The Conflict Resolution and Mediation Committee is made up of tenant-
members, Mainstay staff and staff from external agencies. 

 
If you are having difficulties resolving a conflict with another tenant-member 
and wish to make use of this service, please talk to your Supportive Housing 
Worker. 

 
3. Eviction Process: If Negotiation and Mediation do not work, the conflict is 

having a negative impact on the community and there are breaches to the 
tenancy agreement, then this is the last resort. 
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4. YOUR NEW HOME 

Your Unit 
 

Your unit will be clean and in good condition when you move in. 
 

All self-contained units have a fridge and stove, as well as smoke and heat detectors. 
Some units may also have carbon monoxide detectors. Mainstay Housing is 
responsible for keeping all of these in good working order and replacing them when 
necessary. 

 
You are responsible for taking care of this equipment and any other Mainstay Housing 
property in your unit and common areas of the building. This includes cleaning 
appliances on a regular basis and immediately reporting damage or repairs that need 
to be done by filling out a work order request (see page 24). 

 
You may not move, remove, damage or replace Mainstay Housing owned appliances, 
furniture or property. If you do, you could be charged for the replacement cost of the 
property. 

 
Lock-outs, Locks and Lost Keys 

You received a full set of keys when you moved in. 

Mainstay can provide keys during regular office hours only 
(Monday – Friday from 8:30 am – 4:30 pm). We charge a small fee. 

 
 

You will be requested to provide identification when picking up keys at 
head office. If someone else is picking up keys for you, he/she is 
required to provide a signed letter of permission from you and to show 

his/her identification. This protects you as a tenant-member. 

There are no refunds for returned keys when you move out. 

After-Hours Lock-out and Lost Keys 
(Weekends/Holidays or Monday – Friday, between 4:30 pm – 8:30 am Call: 416-799-0658) 

After office hours, Mainstay can unlock your door for you if you have been locked out, 
but you will have to show identification and pay a lockout fee. You will have to sign an 
agreement to pay. 

You can make arrangements the next business day to replace your lost keys. 
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Locks 
 

Locks are the property of Mainstay and are not be changed by anyone other than 
Mainstay. If it is determined that you have changed your own locks, you will be 
responsible for the costs of reinstalling Mainstay locks. 

Chain and bolt locks are not permitted. 

If Mainstay changes locks to the front door of your building, you will be notified and 
receive a new set of keys. 

 
Your locks were changed before you moved in. It is against the law 
to change or add a lock without permission from Mainstay. If you 
change or install your own lock, you must give Mainstay a copy of 
the new key. If you do not tell Mainstay about a new lock, and the 
change results in extra costs for Mainstay, you will be charged for 
those extra costs. 

 
 

 

Content Insurance 
 
 

All tenant-members should purchase tenant insurance to protect against theft, fire or 
other damages to your unit and belongings. One option available is SoHo Insurance 
which was created to address the needs of Ontario’s social housing community and 
offers low-cost insurance for residents of social housing. They can be reached at 1- 
866-440-2492 or www.sohoinsurance.ca. Some income sources such as ODSP may 
pay the cost of content insurance. 

 
Mainstay is not responsible for damage to your personal property unless it is caused 
by our negligence. You are liable for any damage to Mainstay property caused by you 
or your guests, including accidents like fires or flooding. 

Mainstay Housing will not give your unit key to anyone else 
or let anyone into your unit without your permission. 

If we suspect that there is a medical emergency, we will only enter your 
unit when instructed to do so by the police. 

http://www.sohoinsurance.ca/
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Fire Alarms, Heat, Smoke and CO2 Detectors 
 

The Fire Code says that “no person  shall intentionally disable a 
smoke/heat/CO2 detector or fire alarm so as to make it inoperable”. A 
tenant-member or any other person who intentionally disables or damages 
a smoke, heat or CO2 detector is guilty of a provincial offence, may be 
subject to a fine and may receive an eviction notice as this jeopardizes the 
safety of all tenant-members in the building. 

 

Mainstay regularly tests fire alarms and all detectors. Notices are posted in advance. 
This is also the time to practice leaving your unit to learn how to leave safely and what 
to look for in the case of a fire. We ask that you participate in the fire drills. 

 
What about False Alarms? 

Sometimes the fire department is called out to Mainstay Housing buildings as a result 
of a false alarm. For every false alarm Mainstay Housing is charged per truck. Every 
dollar that Mainstay Housing spends on false alarms means that money is not 
available to do other maintenance or repairs. Any person who causes a false alarm 
will be charged the cost of the false alarm and may receive an eviction notice. 

 
Parking 

Parking is available at some buildings. You must complete an application form and 
provide a copy of a valid driver’s license, vehicle registration and insurance – all in 
your name. If the parking application is approved, your vehicle will be assigned to a 
particular parking spot. Mainstay charges a fee depending on type of parking, location 
and services. 

 
Cars that are parked on Mainstay property without approval will be towed. 

 
Balconies 

If you have a balcony, it is important that you do not use it in a way that is hazardous 
to you or your neighbours or causes damage to the building or is in violation of 
municipal codes. 

 
On your balcony you may not: 

• have a BBQ or cook on a BBQ because the fire code does not allow it; 
• attach items like planter boxes, laundry lines or satellite dishes; 
• do anything that causes water to be trapped on the balcony; 
• screw things into the concrete; 
• use the balcony as a storage area. 

 
In winter snow must be shovelled off the balconies. If snow accumulates and then 
melts, the water can leak under your door into your home. 
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Please note that if you cause any damage to the balcony you will be responsible for 
the cost of repairs. If you are unsure as to what you can have on your balcony, please 
talk to your Supportive Housing Worker. 

 
Back or Front Yard 

 

If you have a back or front yard, it is important that you do not use it in a way that 
interferes with your neighbours or Mainstay. You must keep it tidy and clean. You must 
weed and mow grass. You are responsible for the upkeep. 

 
Laundry Rooms 

Mainstay Housing buildings have washers and dryers. In some cases, these are coin-
operated. Here are some rules for the laundry room: 

 
• Laundry facilities are for the use of tenant-members only; 
• Keep the machines clean and lint-free after each use; 
• If the washer or dryer does not work, put an “Out of Order” sign on the 

machine and call the number that is posted in your laundry room. 
 

Smoking 
 

Smoking is not allowed in any of the common areas of the building. It is allowed in 
your unit and outside the building. 

If you are a smoker, please be considerate of staff members who 
perform work in your unit. Please do not smoke while they are 
working in your unit. 

When you smoke outside please do not stand near the doors to the building or near 
any open windows. 

If you smoke, please use an ashtray, throw away the butts and make sure the butts 
are not hot. Do not let cigarettes or cigarette butts burn the counters, floors, carpets 
or other surfaces of your unit. Please do not drop butts on the sidewalks or 
landscaping. 

 
Common Rooms 

Many Mainstay Housing buildings have a common room for the use of all tenant- 
members. There are certain community standards that apply to all the buildings about 
how these spaces can be used by tenant-members. These rules form part of your 
lease. 

For rules specific to your building, check with your Supportive Housing Worker. 
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Here are some rules that apply to every common room and refer to tenant-members 
and guests: 

• No alcohol, illicit substances or smoking; 
• Pets must be supervised and on a leash at all times; 
• No one shall deface, remove or destroy any common area elements, 

furniture, walls or notices; 
• Trash and garbage shall be disposed of only in designated places; 
• Tenant-members are responsible for their guests and anyone they allow on 

Mainstay property; 
• Guests should not be left unattended in common areas of the building; 
• Zero tolerance for any form of discrimination, harassment or verbal abuse. 

 

Long Term Absences 
 

We know that tenant-members may need to be away from their units for a period of 
time. A short period, for example, might include going on a vacation. A long period  of 
time might include caring for family members or your own medical matters. 

 
We consider it to be a long-term absence if you are away from your unit for three 
months (90 days) in a row or longer. You must inform Mainstay Housing in writing if 
you intend to be away for a long-term absence (90 days or more). You cannot sublet 
your unit while you are away. You can give a key to a friend or neighbour so that 
person can pick up your mail and check your unit. 

 
If you are away for more than three months (90 days) without permission from 
Mainstay Housing, your rent will be increased to market. If you are away for six months 
(180 days) or more without notifying Mainstay, your housing could be at risk. 
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5. TAKING CARE OF YOUR HOME 
 

HOUSEKEEPING AND CLEANING 

It is your responsibility to keep your home safe, clean and pest-free and use safe 
products that protect your health. 

 
Helpful Tips 

 
• Sweep the floors once a week or vacuum regularly; 
• Clean up spills quickly. When hard surface flooring and counters get sticky, 

wash them with a damp rag or mop. Wipe up puddles on your bathroom or 
kitchen floors. Wipe up spills on carpets quickly. 

• When rags get smelly or dirty, wash them or throw them out; 
• Turn on the bathroom fan when you take a shower or run the bath; 
• Turn on the range hood if your cooking is creating smoke or odours; 
• Rinse bottles, cans and containers before putting them in the recycling bins; 
• Take your garbage and recycling out at least once a week or every evening; 
• Minimize clutter and paper piles that can become hiding places for pests; 
• If you can’t get the toilet to stop running, shut off the water supply to the toilet 

tank and then report it to Maintenance immediately (see page 24); 
• Clean your fridge and stove regularly. 

 
Painting and Redecorating 

All units are freshly painted at move-in. If you want to repaint your unit or your room, 
Mainstay Housing must give you written permission and approval for your choice of 
colour. Please submit your request by completing a work order (see page 24). 
Wallpaper is not permitted. 

 
Alterations or Renovations 

 

Any change to your unit must be approved in writing in advance by the Building 
Services Manager. Tenant-members will be held responsible for any non-approved 
changes. 

 
Appliances 

 

Please clean appliances regularly. Use a mild soapy solution for cleaning the surfaces 
of your stove and fridge. For the oven, use aluminum trays to make cleaning easier. 
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Floors 

Tenant-members are responsible for the regular cleaning and maintenance of 
flooring. If your flooring or carpeting needs repairs, please complete a work order. 

 
Bathrooms 

 

If you see condensation on fixtures, windows or walls, remember you need to: 
 

• turn on the bathroom fan or open the window while you are taking a bath or 
shower. Keep the fan running or the window open until all the condensation is 
evaporated 

 
Windows and Screens 

Tenant-members are responsible for cleaning the inside of windows and screens 
within the unit. If your windows or screens become damaged, please fill out a work 
order (see page 24). 

 
Satellite Dishes 

Satellite dishes are not permitted. If installed, they will be removed. If the building 
is damaged as a result of a satellite dish you had installed, you will be charged for the 
cost of repair. 

 
 

WHAT ABOUT GARBAGE AND RECYCLING? 
 

Garbage  
 

In most buildings Mainstay is responsible for making sure that the garbage 
is put out for collection. It is up to tenant-members to make sure that 
garbage is properly bagged and that you follow specific building rules. 

 

If you live in a building with a garbage chute make sure that: 
 

• your bags are small enough that they easily fit into the chute so they won’t 
get stuck and cause a blockage; 

• you avoid using the chute early in the morning or late at night because the 
noise could disturb your neighbours; 

• your garbage is not dripping any liquid on the floor when you carry it down 
the hallway. 

 
Cardboard boxes should be flattened and put in the area assigned by Mainstay. 
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If you have bulk garbage (sofa, TV, etc.) that is too large for regular pick up, speak 
with your Supportive Housing Worker who will let you know about the procedure for 
your building. 

When garbage is left in the wrong place, it attracts pests and increases the cost of 
taking care of your building. If you do not put out your garbage properly, you may be 
charged for the clean up. 

Recycling 

Your building may provide facilities for recycling. Talk to your Supportive 
Housing Worker to find out where the bins are kept, what can be 
recycled and who is responsible for putting the bins out for collection. 

 
 

WHAT ABOUT PEST CONTROL? 

It is important to keep your unit free of pests such as cockroaches, rodents and bed 
bugs. If you have pests in your unit, complete a work order immediately (see page 
24) and let your Supportive Housing Worker know. 

We may have to spray the units in your building to control the pests. If 
we have to spray, you will receive a notice that explains what must be 
done by you before any treatment can happen. 

The best strategy is to keep pests from coming into your unit, rather than having to 
get rid of them later. Many pests are attracted by grease, sweets, food and standing 
water. If your unit is clean and dry, it is less likely that pests will want to live there. 
Please follow the housekeeping and cleaning tips in this handbook to stop pests from 
getting into your unit. 

 
Here are some other tips: 

• Clean behind and under the fridge and stove every six months; 
• Keep food stored in containers with tight fitting lids. 

 
Bed Bug Prevention and Control 

 
Bed bugs are a pest that has been spreading around the globe in recent years. In 
Toronto, bed bugs are a city-wide problem and are found in every type of housing from 
hotels, shelters, private and subsidized housing. They are small, flat, reddish- brown 
insects that tend to come out at night. Bed bugs bite humans and after feeding become 
round and red. The areas around the bites can become very itchy. Their excrement 
looks like tiny brown or black spots. 

 
Bed bugs are typically found on clothing, furniture and near sleeping areas such as 
mattresses, box springs, frames and bedding. 
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 Preventing the introduction of Bed Bugs 
 

• If any of your furniture is infested with bed bugs before moving in, discard it. Do 
not bring it to your new unit; 

• Before moving in, wash clothing and bedding in hot, soapy water and dry them on 
the hottest dryer setting; 

• If you cannot wash your clothing and bedding before moving in, seal everything 
in plastic bags before moving them through the building, then wash them in the 
building, as above; 

• If you are removing anything from the building that has bed bugs, seal everything 
in plastic bags before carrying it through the building. This will prevent the spread 
of bed bugs to the rest of the building; 

• Reduce the number of places bed bugs can hide by eliminating clutter; 
• Once you move in, check places where bed bugs are typically found -- your 

mattress, bedding, clothing. If you see any signs, complete a work order 
immediately and speak with your Supportive Housing Worker. 

 
Getting Rid of Bed Bugs 

• Wash all bedding or clothing with hot, soapy water and use the hottest dryer 
setting; 

• Use hot, soapy water to wipe surfaces where the bed bugs are living; 
• Vacuum cracks and hiding places in walls, floors and furniture where bed bugs or 

eggs are found. Dispose of the vacuum contents in a sealed plastic trash bag; 
• If your mattress is torn and/or infested with bed bugs, it will probably need to be 

thrown out since bed bugs live inside the mattress where they can hide. Do not 
treat mattresses with insecticides since this can be dangerous to your health; 

• Eliminate clutter to reduce the number of places where bed bugs can hide; 
• Speak to your support worker and Supportive Housing Worker for other ideas. 

 
Pest Control Treatment 

 

If there are bed bugs in your unit, fill out a work order immediately (see page 24) 

Please speak to your Supportive Housing Worker who can provide information on bed 
bugs, what to look for and how to get organized for the treatment. You will get a 
checklist to help you get ready. 

Mainstay has developed detailed preparation lists to help tenant-members prepare for 
treatment and relies on tenant-members to report when bed bugs are present so units 
can be treated and to prevent the spread. 

If a treatment is scheduled for your unit and the treatment cannot take place because 
the unit is not prepared or you refuse entry, there is a charge and this may put your 
housing at risk. 

Failing to report bed bugs in your unit may put your housing at risk. 
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MAINTENANCE 

Mainstay Housing is responsible for regular maintenance of building 
and properties. As a tenant-member, you are responsible for 
unreasonable or intentional damage that is caused by you or your 
guests. If you cause the damage, you will be charged for the repair and 
your housing could be at risk. 

 
 

Tenant-Member Responsibilities 

Tenant-members are responsible to: 

• Report all maintenance problems by calling 416-7093-9266 ext 231; 
 

• Do minor repairs within your unit (i.e. changing light bulbs) 
 

•  Put garbage and recycling in designated areas. In shared housing this may be  
at the curb on garbage day and in self-contained units it may be in garbage 
chutes; 

 
•  Cover the cost of repairing or replacing Mainstay Housing property if you or your 

guests cause damage or remove property; 
 
• Take part in keeping the building and property clean. 

 
 

Be Ready For a Maintenance Emergency 
 

• Keep a toilet plunger on hand and know how to use it; 
• Know how to set the heating/cooling control in your unit; 
• Know how to turn your water off at the source; 
• Know where the electrical panel is and how to turn the power on/off. 

 
Talk to your support worker or Supportive Housing Worker if you are unfamiliar with 
any of the above. 

 
 
 

 
Keeping the building clean and safe is everyone’s responsibility 
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Maintenance Work Request 

• If you need to work done in your unit or notice work that needs to be 
done in a common area of your building, please report it by calling our 
Maintenance line at 416-703-9266 ext 231. Leave a detailed 
message, including: your name, phone number, address, apartment 
number and a brief description of the problem. Your work order will be 
entered into our system and it will be given a tracking number. 

 
 

You will be given 24 hours notice before Mainstay enters your unit to complete the 
work requested. If you do not allow us to enter your unit when we come to do the work, 
you will be charged the cost of the service call. You can invite Mainstay staff in to your 
unit without 24 hours notice if you wish. 

 
Mainstay Responsibilities 

• Routine maintenance and repair of buildings and properties; 
 

• Routine cleaning of hallways, lobbies, common rooms, exterior and grounds; 

• Keeping the buildings structurally sound and secure and meeting all municipal 
by-laws and fire code requirements. 

 

Snow Removal 

Mainstay is responsible for snow and ice removal from common walkways, sidewalks, 
building entrances and exits, driveways and parking lots. In the event of a major 
snowstorm, it may take some time for all areas to be cleared. Please be careful until 
the snow is cleared. 

 
Mainstay Service Standards 

 

Posted at every building are Mainstay’s service standards. 
Here are the rules: 

 
 

A. Non-Urgent or routine maintenance problems/repairs 
(eg. door/window frames, toilet, plaster, floor, screen or intercom repairs) 

• Call 416-703-9266 ext 231 to let us know what needs fixing. 
• These requests are addressed between 14 and 35 days from the date 

the work order is received. 
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do do not have a phone please ask to use a neighbour's phone. 

B. Urgent maintenance problems/repairs 
(eg. leaking tap, roof or hot water tank, graffiti removal) 

• Call 416-703-9266 ext 231. 
• These requests are addressed within 7 business days (this will include 

doing an assessment and developing a plan to resolve the problem) 
 

C. Emergency repairs 

Examples of an emergency: 

• fire (call 911 first) 
• flooding 
• blocked drains, overflowing toilets, basement drains backing up 
• broken doors, windows or locks 
• no water 
• no heat in the winter 
• no power/electricity 
• smell of natural gas 
• broken elevator 

 
 

Emergency numbers to call if any of the situations above are happening: 
 

 
EMERGENCY PHONE NUMBERS 

 
Police, Fire Department, Ambulance 

 
911 

Mainstay – During Office Hours 
(Monday-Friday 8:30 AM – 4:30 PM) 416-703-9266 

    Mainstay – After Hours 
(Monday-Friday 4:30 PM – 8:30 AM, 
weekends and holidays) 

 
416-799-0658 

Enbridge Consumers Gas 
Emergency Line (if you smell gas) 

 
416-447-4911 

 
   Mainstay After-Hours Emergencies 

 
When you call the after-hours emergency number, you will be asked for your name, 
address and apartment number, phone number and a description of the emergency. If you 
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For tenant-members who are deaf, deafened or hard of hearing, you can contact 
Bell Relay Service (BRS) by calling 711 through TTY. You must leave your TTY 
number with the operator to pass on to Mainstay so we can call you back for details 
of the emergency. If you do not have access to TTY, please speak to your support 
worker about how they can help you to access Mainstay’s after-hours emergency 
pager. 

 
 

 
 

Never call the emergency line because you are feeling anxious or lonely or if you 
have a non-emergency maintenance problem. Here are some options: 

•  Talk to your referring support agency to work out a plan; 
•  Refer to the crisis line numbers located at the back of the handbook; 
•  Talk to your Supportive Housing Worker during the workday. 

 
 

Major Building Repairs 
 

From time to time Mainstay plans and carries out major building repairs to keep our 
properties safe and up to date. When work is scheduled in your building or in your unit 
you will receive a notice telling you about what is being done, approximately how long 
it will take and who to call if there are issues. This information will also be shared at 
your building’s Tenant-Member Community Meeting. Mainstay will make every effort 
to minimize the disruption while repairs and preventative maintenance are underway. 
You may see caution signs or warning signs on some work. This is  for your safety 
and the safety of others. We ask you to respect these signs. 

 
 

Annual Inspections 
 

Mainstay Housing carries out unit inspections every year to assess maintenance 
problems. Mainstay Housing will give tenant-members 24-hours notice before doing 
the inspection. 

 
It is very important to leave your full address and phone number. 

Stay by the phone until you get a call back. 
The on-call BSD staff must be able to call you back. 
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What About Saving Energy and Water? 

 
Saving energy and water saves money and benefits the environment in many ways. 
If Mainstay Housing has low utility costs, then there is more money in the maintenance 
budget for other building needs and for supportive services to benefit you and your 
neighbours. Here are some suggestions: 

 
 

Lights  

• Turn off the lights and any electronic equipment whenever you leave your 
unit or when you do not need them; 

• In the bathroom, turn off the light when you leave; 
• Buy energy efficient replacement bulbs if possible. If you’re not sure, 

find out from Maintenance what size you need; 
• If you are going to bring lamps into your unit, avoid halogen lamps. 

They waste energy and are a serious fire hazard. 
 
 

Heat 
 

• During warm times of the year turn your thermostat to OFF; 
• In the winter, if you are away from your unit for more than a day, do not turn 

off your heat ; 
• Adjust your heat if your unit is too warm; 
• Do not store items on top of a heater; 
• Do not place furniture next to the heater since it blocks the flow of heat in 

the room; 
• When you go out or are in bed sleeping, you can turn down the 

temperature on the thermostat to save energy; 
• Do not open your window in the winter. 
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Air Conditioners 
 

• Please do not run air conditioning when the window is open. 

• During cooler months, use windows to cool your place, if possible. 

• In buildings that do not have air conditioning, you may purchase a 
portable floor-model air conditioner.   Mainstay is researching any 
program that may support tenants who want to purchase a portable 
unit.   

• For reasons of safety and energy efficiency, Mainstay will not install 
window air conditioners. 

• You are responsible for the cleaning and service of the air conditioner as per 
the manufacturer’s specifications; 

• You pay a surcharge for electricity for each month the air conditioner is 
installed, usually from June to August. 
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Water 
 
 

• When using a sink or the shower don’t run the faucet longer 
than necessary; 

• When you turn a faucet off, make sure it’s off all the way; 
• If you hear the sound of dripping water in your unit, notice that 

your faucets are leaking or that your toilet is running too long 
after it is flushed and you can’t get it to stop, then fill out a work order right 
away; 

• Please do not dispose of any foodstuffs down sink drains or toilets (eg. 
grease, cat litter, paper towels); 

• Wash fruits and vegetables in a bowl or in a sink filled with water - don’t 
leave the water running. 

 
 
 
 

 
 
 
 
 
 

Conserving energy will benefit you, your neighbours, 
the environment and Mainstay Housing 
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6. KEEPING YOUR HOME 

RENT 

Paying Rent 

Your rent must be paid on or before the first business day of each month. 

Rent can be paid in several ways: 

• In person at Mainstay’s head office at 550 Queen Street East, Suite 150. You 
can pay with cash, cheque or money order; 

• Mail your cheque or money order to the Mainstay Housing head office. It must 
reach the head office by the first business day of the month. Do not send 
cash in the mail; 

• Use Pre-authorized Payment (PAP). Rent will be taken out of your bank account 
each month; 

• ODSP or OW can pay rent directly to Mainstay, at your request; 

• Your rent can be paid directly by your trustee. 
 

Your Supportive Housing Worker will not accept rent payments. 
 

If you are unable to pay your rent on time, you must contact your Supportive Housing 
Worker to discuss the possibility of a payment plan. See page 33 for details. If you pay 
your rent by Pre-authorized Payment (PAP), you must contact the bookkeeper at least 
one working day prior to the first day of the month. This will prevent you from being 
charged for non-sufficient funds (NSF) by Mainstay and your bank. 

 
If your rent is not paid by the first of the month and no agreement has been arranged, 
you will be issued a Notice to End Tenancy or N4. This is the first step in the eviction 
process. (See page 33 for details) 

 
How Your Rent is Calculated 

 

Mainstay Housing offers rent-geared-to-income (RGI) and affordable housing. Rent is 
charged according to specific government guidelines. Your rental charge is based on 
the total income of all the people living in your household. Each unit has a market rent 
set by our funder which is the maximum rent that can be charged. When you advise 
Mainstay of your income source and household composition, we use government 
guidelines to calculate your rent subsidy. 



Building Futures. Creating Communities Page 31  

Rent-Geared-to-Income (RGI) Eligibility and Tenant-Member Responsibility 
 

To be eligible to receive RGI subsidy, tenant-members are responsible for: 

• providing information requested by Mainstay within specified time lines; 
• signing and submitting the Household Composition form once a year (Annual 

Income Review) or more frequently if there are mid-year changes; 
• providing proof of income and other documents as required; 
• reporting any changes to income or household composition to Mainstay within 

15 days. If you do not report these changes, the amount of rent you pay will be 
affected and your housing could be at risk. 

 
An example of a household composition change would be if a child or spouse moved 
out or if you had a baby. An example of an income change would be if a job started or 
ended. Any of these changes can affect the amount of your rental charge. Please 
notify your Supportive Housing Worker immediately when these changes happen so 
they can help you fill out the form. 

 
What Are Other Charges that I Pay Monthly? 

 

In addition to your rent, you may pay the following: 
 

• In some buildings, you may be responsible for paying your own hydro and/or 
heat; 

• If you have your own air conditioner there is a surcharge for certain months, 
usually June through August; 

• Parking, phone and cable charges are always in addition to your rent and are 
your responsibility. 

 
When Can I Get a Rent Receipt? 

 

If you pay rent at the Mainstay head office, you will receive a rent receipt from the 
receptionist. You may request an annual receipt (for income tax or social services), by 
contacting the head office and making a request. A receipt will be mailed to you or you 
can pick it up in person. Please remember that it may take a few days to prepare this 
receipt. 

 What is the “Annual Income Review” Process? 
 

When you move in and at least once per year after that, Mainstay will ask you to 
provide proof of income as well as information about everyone who lives in your unit 
(this is what we mean by “household composition”). We use this information to 
calculate your rent. You will receive a checklist that explains what documents are 
needed. 
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Documentation for your income and asset review must be original (we will photocopy 
and return) and verifiable. It may include items such as ODSP or OW statement and 
drug card, pay stubs, letters from employers, tax records and bank statements. 

 
If Mainstay believes there is a discrepancy in the records, we have the right to follow 
up with employers, government benefit providers, or whoever is the providing your 
source of income. 

 
Mainstay performs the following steps during your annual review: 

1) Reviews documents received, confirms household income and family status; 
2) Verifies all income information and recalculates the rent; 
3) Notifies the tenant-member in writing of the resulting rent change and 

effective date. 
 

Failure to provide the required information and documents means that you could lose 
your rent subsidy and be charged market rent for the unit. You may be issued a Notice 
of Termination or N4. This is the start of the eviction process. 

 
If you need help understanding the Annual Income Review process, speak to your 
Supportive Housing Worker. 

 
Why do I Have to Report Changes in my Income and Household Occupants? 

 

If the amount of your income changes for any reason, you must let Mainstay know in 
writing immediately (within 15 days) so we can recalculate your rent. 

 
When you move in, your lease lists all of the tenant-members and all of the occupants 
that are allowed to live in your unit. If you want someone else to move in with you, 
Mainstay must determine if the person qualifies to live with you, recalculate the rent 
and let you know in writing if he or she can be included on the lease. If a member of 
your household moves out, you must let Mainstay know right away. 

 
Anyone who moves in without permission from Mainstay is considered to be an 
“undeclared tenant”. If this happens, your housing could be at risk. 

 
 

You must let Mainstay know in writing within 15 days 
about any change to your income or household composition 

because this may affect the amount of rent you will be charged 

 
If you do not provide Mainstay the information by the date requested, you will no longer 
qualify for rent subsidy, you will be charged market rent and you will be served a 
Notice of Termination. This is the start of the eviction process. 
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What Happens if I Do Not Pay the Rent? 
 

Rent payment is your responsibility unless you have a trustee who has taken on the 
financial responsibility of paying your rent. If you or your trustee do not pay the rent, 
Mainstay will mail you a notice of termination called Non-Payment of Rent  (N4).  This 
is the beginning of the eviction process. 

This notice will give you a termination date. This does not mean you have to 
move-out by the termination date. This is the date by which you must pay the 
money owing. 

If you do not pay the money owing to Mainstay, an application will be made to the 
Ontario Landlord and Tenant Board (OLTB) for a hearing date. You will have to pay 
the cost of the application to the OLTB. 

 
If you are late paying your rent three times or more within a twelve-month period, you 
will receive a Notice of Termination due to persistent late payment of rent. This is the 
start of the eviction process. 

 
What Happens When I Can’t Pay the Rent? 

 

If you know that you will not be able to pay your rent by the first business day of the 
month, then you must tell your Supportive Housing Worker before the first business 
day of the month. If you are eligible, you may be able to make a payment plan. 

 
What is a ‘Payment Plan’? 

A payment plan is an agreement you make with Mainstay Housing to repay any money 
that you owe. When you sign a payment plan, you will be expected to make payments 
on the first business day of each month along with your rent. Your payment plan can 
be up to, but not exceed five months. You may only have one payment plan every 
twelve months. For example, if your payment plan ends in July you will not be eligible 
for another payment plan until August of the following year. 

 
 
 

Missing a payment on a payment plan is just as serious 
as not paying your rent. 
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BEING A GOOD NEIGHBOUR 

We hope all tenant-members will take responsibility for their actions or the actions of 
anyone they let into the building. If you have a problem with your neighbours, please 
try to talk to them about it and see if you can come to an agreement that works. 
Remember, you can call on the Conflict Resolution and Mediation Committee or 
your Supportive Housing Worker to help. 

 
If things do not work out, if you do not take responsibility for serious problems, then 
you will be served with a Notice of Eviction. This is the first step in the eviction 
process. 

 
 

What About Guests? 
 

You are welcome to have guests in your home. However, if they cause damages or 
disturbances in your building, you will be held responsible. A guest is anyone you allow 
entry to the building. 

 
Your guests must never be left unattended in any common areas of Mainstay Housing 
buildings and property. Your guests may be required to show identification that they 
have their own place to live. 

 
Overnight Guests 

 

Rules for overnight guests vary depending on what type of unit you live in. 
 

If you live in a Self-Contained Unit, you can have an overnight guest stay with you for 
up to seven days within one month without telling Mainstay. 

 
If you live in Shared Housing, an apartment or house where you have your own room 
but share common areas (kitchen and bathroom), there are separate rules. Check 
with your Supportive Housing Worker to find out what applies. 

 
If you want your guest to stay longer, you must complete a “Temporary Guest” form 
and get written permission in advance. These forms are available from your 
Supportive Housing Worker. 

 
 What is a ‘Temporary’ Guest? 

 

Short-term Guest 
Someone who stays with you for more than 7 but less than 30 days with 
permission from Mainstay. 
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Long-term Guest 
Someone who stays with you for more than 30 days with permission from 
Mainstay. 

 
Undeclared Tenant 
Someone who stays overnight with you for more than 7 days within a month 
without permission from Mainstay. 

 
 

 
 

What about Pets? 
 

You must follow the City of Toronto’s animal municipal codes. You may have a pet 
as long as it does not cause damages, interfere with the reasonable 
enjoyment of the premises or disturb other tenant-members. This 
means: 

• You must clean up after your pet; 

• You are responsible for damage caused by your pet; 

• You must ensure your pet is quiet when in the building or on the grounds; 

• You must ensure your pet is leashed in the common areas of the 
building/property; 

• You must ensure your pet does not cause other tenant-members to suffer 
serious allergic reactions; 

• Your pet may not play in hallways, laundry rooms and grounds; 

• In shared housing, the entire household must agree before a pet will be 
allowed. 

 

Remember that you are responsible for anyone 
you allow into your building. 

If you are away on an emergency basis, such as being hospitalized, 
Mainstay Housing staff cannot enter your unit to feed your pet. 

We urge you to speak to your support worker 
to develop an emergency care plan. 
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What About Noise and Disturbances? 
 

You and your neighbours are entitled to privacy and quiet enjoyment of your 
homes. Please ensure that you, your household members and your guests 
live in a way that does not have a negative impact on your neighbours. 

 
 

What About Safety and Security? 
 

Strangers 
 

Tenant-members and Mainstay must work together to keep our buildings 
safe. Don’t let strangers follow you into the building as you enter. Please be 
aware of any “No Trespass” notices posted in the building. However, if you 

feel unsafe preventing someone from entering, do not put yourself at 
risk by doing so. Follow-up by speaking with the Supportive Housing Worker or if 
necessary, call the police. 

 
If your building has an intercom, make sure your guests use it when visiting you. When 
you receive a call on the intercom, be sure you know who that person is before 
allowing them into the building. 

 
Only let caretakers, maintenance workers or contractors into the building or your unit 
if you know they should be there (for example, notices have been posted and they 
have proper identification). Mainstay staff or other people working in your building or 
unit must wear or carry an identification badge. You can ask to see this badge if it is 
not visible to you. 

 
What is a Crime-Free Property? 

 

No one invited onto Mainstay’s property may engage in: 
• Any drug-related criminal activity; 
• Solicitation (sex trade); 
• Street gang activity; 
• Assault or threatened assault; 
• Unlawful use of weapons; 
• Any criminal activity that threatens the health, safety or welfare of other 

tenant-members or Mainstay staff. 
 

Any single violation will be treated as a serious violation and your housing will be at 
risk. 
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Protect Yourself, Your Neighbours and Your Home 

If you see someone loitering around the building let Mainstay staff know or contact the 
police. If you see criminal activity, call the police right away, then let your Supportive 
Housing Worker know. 

 
We encourage you to come to your building’s Tenant-Member Community Meeting 
and events and participate in neighbourhood watch activities. 
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What About Fire Safety? 
 

Here are some tips to protect your home: 

• Read the brochure “Instructions for Fire Procedures” provided by 
Mainstay when you moved in or if you need a copy, speak to your 
Supportive Housing Worker; 

• When you move-in and once a year, Mainstay asks if you need assistance to leave 
your building in case of emergency. If you require assistance and have not advised 
Mainstay in writing, please speak with your Supportive Housing Worker 
immediately so our records can be updated; 

• Do not store flammable materials inside your home; 
• Recycle old newspapers, magazines and cardboard because they are a fire 

hazard; 
• Make sure you know what to do in the case of a fire. In apartment buildings the 

fire safety and evacuation information is posted on each floor. Go to your 
Supportive Housing Worker to get fire safety information; 

• Make sure you know all possible ways out of the building in 

               case one escape route is blocked by fire; 
• Participate in your building’s fire drill; 

• If you hear a fire alarm ALWAYS leave the building right away. Follow the escape 
plan. If there is smoke in the hallway, stay in your apartment and close the door; 

• If a fire occurs in your home, evacuate to safety, pull the fire alarm, and call 911. 
• If your smoke, heat and/or carbon monoxide detector seems to be going off too 

easily, DO NOT DISCONNECT. This puts your whole building at risk. Put in a work 
order to have it inspected. 

• Be careful with lit cigarettes and always use ashtrays; 
• Clean the lint screen in the dryer every time you use it. 

 

 
     Never: 

• Leave candles burning unattended; 
• Paint, disconnect or remove smoke, heat and/or carbon monoxide detectors or 

fire extinguishers installed by Mainstay; 
• Tamper with or overload electrical outlets; 
• Tamper with fire or plumbing equipment; 
• Block fire exits, stairs, halls or doorways. 

 
Any of the above actions could result in financial charges or put your housing at risk. 

If there is a fire in your unit or in a common area, 
leave the building immediately and call 911. 

Follow the fire plan posted for your building. 
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EVICTION PREVENTION 

Mainstay Housing wants you to keep your housing. Mainstay Housing believes in 
approaching every aspect of tenancy from the time of move-in with eviction prevention 
in mind. Talking about or identifying your support needs and then developing a 
Successful Tenancy Action Plan (STAP) together with your support agency is an 
important step towards successful and long-term housing. 

 
Knowing your rights and responsibilities are critical, therefore, Supportive Housing 
Workers will make every effort to ensure that you understand what may put your 
housing at risk. When possible, Mainstay Housing will give you the opportunity to 
correct the problem. 

 
What Are the Reasons a Tenant-Member Could be Evicted? 

• Non payment of rent; 
• Persistent late payment of rent; 
• Misrepresenting income and the income of family members living in the unit; 
• Failing to qualify to live in subsidized housing (i.e. owning a home); 
• Failing to submit income verification; 
• Damage to the unit or building; 
• A tenant or guest interfering with the reasonable enjoyment of the landlord 

or other tenants (this could include not complying with pest control 
treatment); 

• A tenant or guest seriously interfering with the lawful rights or privileges of 
the landlord (this includes noise and harassment or violence towards 
others); 

• The number of people living in the unit is more than is permitted by health, 
safety or property standards; 

• An illegal act or an illegal business on the premises (i.e. drug trafficking); 
• Impairing the safety of others in the building. 

 
Receiving a “Notice of Termination” 

 

Open any mail you get from Mainstay Housing right away and read it carefully. If you 
receive a notice of termination, speak with your Supportive Housing Worker for 
clarification. The notice tells you in detail what you must do next. You can also go to 
a legal clinic for advice. The notice is a warning of what will happen if you do not act 
to solve the problem. Notices are the first step of the eviction process. 

 
If the situation is not resolved, Mainstay may file an application with the Ontario 
Landlord and Tenant Board (OLTB) for a hearing based on the seriousness or severity 
of the situation. You will receive notice of the hearing. If you disagree with the notice, 
you must file a “Notice of Dispute” at the OLTB within a time limit for the 
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hearing to go ahead. If you do not file a Notice of Dispute, the OLTB may issue an 
Order for your eviction. 

 
It is very important that you attend if the OLTB sets a hearing date or else the 
Board may proceed with the hearing even if you are absent. You have the right 
to have support from your referring support agency and/or a lawyer. The OLTB 
provides free duty council for tenants. 

 
 

INTERNAL TRANSFERS 

Mainstay receives requests from tenant-members who wish to transfer to another unit 
in their building or to another building. There are no guarantees whether a transfer will 
be approved or how long it takes. 

 
Mainstay units do not become available often. You can also apply to The Access 
Point. See the “Community Resources” section at the end of the handbook for contact 
information. 

 
What Are the Criteria for an Internal Transfer? 

 
• Tenancy is in good standing; 
• Have no outstanding debt such as rent arrears or unpaid chargebacks; 
• Still meet eligibility requirements. 

Transfers will only be considered for the following reasons: 
 

1. Underhoused or Overhoused 
There is a change to household size or composition that requires a different 
unit size. 

• Underhoused 
Example - You live in a bachelor apartment and have a baby. 

 
• Overhoused 

Tenant-members who are overhoused are required to move to an 
appropriately-sized unit. Example - You live in a two-bedroom 
apartment and your child moves out. 

 
2. Domestic Violence 

You or a household member’s well-being is at serious risk from trauma, 
violence, harassment or other undesirable consequence. Please note that you 
will need to provide supporting documentation from the police. 
Example - You are experiencing domestic violence and are taking action to 
address it. 
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3. Physical Medical Reason 
There is a new and emerging medical reason that you can no longer live in your 
unit. You or a family member have a medical condition that would be improved 
by a move. Please note that documentation from the appropriate physician is 
required to support this request. Example – you have developed challenges 
with mobility and you live in a building with no elevator. 

 
4. Shared Housing 

Example – You have lived in shared housing for more than two years with no 
tenancy issues and are ready to live in your own apartment. 

 
5. Special Circumstances 

On a case-by-case basis and within our resources. 
 
 

Speak with your Supportive Housing Worker to get a copy of the transfer policy and 
application form that will give details of what is required. If you want to transfer and 
are unsure about the rules, speak with your Supportive Housing Worker. 

 
 

Accessible Units 

At Mainstay there are a small number of units that are constructed to fit the needs of 
a person who uses a wheelchair/scooter or who is deaf, deafened or hard of hearing. 
If you do not have these special needs but were offered an accessible unit, Mainstay 
reserves the right to transfer you if a person with special needs requires the accessible 
unit. 
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7. MOVING OUT 

How Do I Give Notice of Move-Out? 
 

Under the Residential Tenancies Act, 2006 (RTA), you must give Mainstay Housing 
60 days written notice if you want to move out. 

 
The 60 days notice cannot begin in the middle of the month. For example, you would 
give us notice starting March 31 if you wanted to move out on May 31. If you need 
help with your notice, speak with your Supportive Housing Worker. It is your 
responsibility to make sure that the notice arrives at Mainstay head office on time. 

 
It is your responsibility to return all keys to the Mainstay head office. If you move 
out on a weekend speak to your Supportive Housing Worker to make other 
arrangements for the keys to be returned. 

 
 

Can I Cancel a Move-Out Notice? 
 

If you have given notice to move out and then decide you want to stay, you must make 
a request in writing and receive permission from Mainstay to stay. If you do not receive 
permission, you must move out based on your original move-out notice. 

 
 

What Do I Need to Do Before I Move Out? 
 

You must leave your unit clean and in good condition when you move out. You will 
be financially responsible for any damages you have caused. You will not be 
charged for ordinary wear and tear. 

All appliances such as fridges and stoves are to be left clean and in good working 
order. All belongings must be removed. All garbage must be put in the right place. 

 
 

 
 

If you have any questions related to your move-out, please speak with your 
Supportive Housing Worker. 

You will be financially responsible for the removal and 
disposal of any contents that are left behind in your unit. 
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Move-Out Checklist 
 
 Clean your unit and report any damage 

 Clean the fridge and stove (inside and out) 

 Wipe down all counters and clean inside cupboards and drawers 

 Sweep and mop floors 

 Clean the bathroom 

 Remove all of your personal belongings including mirrors, corkboards or any 

other wall fixtures you added 

 Ensure that all the windows and screens are present and locked 

 If you live in shared housing or in a bachelor unit with a murphy bed, leave any 

furniture that was in the unit when you moved in and let your Supportive Housing 

Worker know 

 Take the garbage out and for large items or bulk garbage, speak to your 

Supportive Housing Worker 

 Return all keys to the head office 
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8. YOUR RIGHTS 

Tenancy Agreement or Lease 
 

Before moving into your unit, you signed a lease with Mainstay Housing. You should 
have a copy of your lease. If you have lost it, talk to your Supportive Housing Worker 
to request another copy. 

 
You are responsible for following the rules in the lease. The ‘Healthy Home and 
Community Handbook’ is part of the lease. If you find the rules difficult to understand, 
your Supportive Housing Worker can explain them. 

 
Residential Tenancies Act 

 

The Province of Ontario’s Residential Tenancies Act, 2006 explains the rights and 
responsibilities of tenants and landlords. The rights in this Act protect you as a tenant, 
and you have the same rights as any other tenant in Ontario. The only exceptions are 
due to your being a tenant in government-funded housing and the differences are in 
setting rent, subletting and eligibility requirements to be a tenant at Mainstay. 

 
What Are My Privacy Rights? 

 
Mainstay Housing respects your right to privacy and has strict rules 

around sharing of information. Any information we receive from you 
will be treated in a respectful and confidential manner. Mainstay’s 
Personal Information Policy has been provided to all tenant- members 
but if you need a copy, speak with your Supportive Housing Worker or 
visit the head office. 

 
Mainstay Housing has a Privacy Officer. Any complaints regarding the privacy of your 
information can be made in writing and delivered to the head office to the Director of 
Finance or you can call 416-703-9266. 

 
Mainstay Housing will not share any information about you unless: 

• you give Mainstay written consent; 
• Mainstay is ordered by law; 
• you are a danger to yourself or others. 

 
You have signed a consent form giving permission to Mainstay Housing and your 
support agency to share information around your housing support needs. Our ability 
to communicate with your support agency is necessary to ensure the best possible 
support is provided, especially if you run into problems that can jeopardize your 
tenancy. 
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Information that affects your housing, including information related to your personal 
health and safety, may be shared with other Mainstay staff members. This would only 
happen on a ‘need-to-know’ basis in order for them to do their jobs. This sharing allows 
us to work together to solve problems and to fill in for each other. All Mainstay staff, 
agents and contractors as well as referring support agencies follow confidentiality and 
information privacy policies. 

 
The Executive Director, TMS and F&A staff have access to information about tenant- 
members. SHWs share information with their manager and the Director of Tenant and 
Member Services. Other department managers and department staff may be informed 
of an issue if it affects the safety of others. 

 
We have safeguards in place to protect your information. We only keep your personal 
information for the length of time governed by our records retention schedules and 
other legislative requirements. Records are then destroyed. 

 
Mainstay Housing keeps a file for every tenant-member, which includes your lease 
and information related to your tenancy. Tenant-member files are confidential and are 
kept in a locked room at head office. You have the right to see your file, but you must 
make an appointment with your Supportive Housing Worker to do so. 

 
If you have a concern once you have seen your file, you can contact the Mainstay 
Privacy Officer by making a complaint in writing and sending it to the head office or 
calling 416-703-9266. 

 
Human Rights 

 
The Ontario Human Rights Code says that people cannot discriminate against, or 
harass someone because of: 

Race Sexual orientation 
Ancestry Disability 
Place of origin Age 
Colour Marital status (including same sex partners) 
Ethnic origin Family status 
Citizenship Receipt of public assistance 
Creed (religion) Record of offences 
Sex (including pregnancy)  

 
 

Discrimination may involve harassment. Harassment is a form of discrimination, and 
includes actions or words meant to embarrass, offend or mistreat someone, based on 
the grounds above. Some examples include repeated insults, name calling, sexual or 
racial remarks and touching someone who does not want to be touched. Grabbing, 
pushing and hitting are types of assault, and legal action, including the 
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filing of police reports, can be undertaken immediately. All harassment is offensive 
and not welcome by the person who is affected. 

 
The following, while not exhaustive, are examples of a number of ways in which 
harassment may be expressed: 

 
Sexual Harassment 

 
• Unnecessary and/or inappropriate touching; 
• Suggestive staring or other gestures; 
• Suggestive or offensive remarks or jokes; 
• Invitations that cause embarrassment or awkwardness; 
• Comments about sexual orientation; 
• Demands for sexual favours; 
• Displays of pornographic pictures or other offensive materials; 
• Any sexual advance made by a person who is in a position to grant or deny a 

benefit or advancement; 
• Any reprisal or threat of reprisal for the rejection of a sexual advance from a 

person in a position to grant or deny a benefit or advancement; 
• Isolating a person because of gender and/or sexual orientation. 

 
Ethnic or Racial Harassment 

 
• Unwelcome remarks, jokes or taunting about a person’s racial or ethnic; 
• background, colour, place of birth or ancestry; 
• Displays of racist, derogatory or offensive pictures or materials; 
• Isolating a person because of his or her racial or ethnic background. 

 
Other types of harassment include 

 
• Unwelcome remarks, jokes or taunting about a person’s age, religion, 

disability, gender, marital or family status, sexual orientation, record of 
offences or receipt of public assistance; 

• Displays of offensive materials; 
• Isolating a person because of their age, religion, disability, gender, marital or 

family status, sexual orientation, record of offences or receipt of public 
assistance. 

 
 

No one, including Mainstay Housing staff and tenant-members, should harass you, 
and it is wrong for you to harass anyone. If possible, tell the offender to stop. It’s also 
a good idea to write down the details of what happened (who, what, when, where). 
You should report any forms of harassment to your Supportive Housing Worker or 
their Manager immediately. When we receive a harassment complaint, we will try to 
correct the problem as quickly as possible, to the extent that our authority allows. 
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Mainstay Housing must protect the safety of its staff as well. If a tenant-
member or a member of their household or their guest harasses or assaults 
Mainstay Housing staff, we will take immediate action. 

 
For more information, visit the Ontario Human Rights Commission 
website at http://www.ohrc.on.ca/ or call 1-800-387-9080 or 
TTY 1-800-308-5561. 
 
 
 
 

  

http://www.ohrc.on.ca/
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9. HOW TO MAKE A COMPLAINT OR 
APPEAL A DECISION 

 
COMPLAINT SCOPE  
 
The scope of a complaint may include staff treatment of tenants, service standard, 
decision review, privacy and confidentiality, access, communication, action or lack of 
action by Mainstay Housing as an organization, a staff member or any party acting 
on behalf of the organization.  
 
Tenant members who have concerns about maintenance issues within their rental 
units or in the common areas of the residential property must follow the work order 
process in the appropriate manner. If the maintenance request is not addressed 
within the designated timeframe a formal complaint can be made by filling out the 
‘Tenant Member Complaint Form’.  
 
Complaints found to be frivolous and vexatious will be addressed differently as 
identified later in this policy. 

 
METHODS OF MAKING A COMPLAINT  
 
Informal Complaint  
Complaints made verbally to Mainstay Housing Supportive Housing Worker. 
Whenever possible, tenant members should try to informally resolve conflicts on 
their own if they feel comfortable and safe to do so. Tenant members can do this 
with the help of their Supportive Housing Worker (SHW). Addressing the issue 
directly with the person who provided you with the service is an important step. This 
provides staff with an opportunity to stop the behaviour or take the necessary step to 
address the issue.  
 
Formal Complaint  
Complaints made in writing to Mainstay Housing management. For example, 
unresolved complaints made to SHWs, work orders not resolved within standard 
time, decision review for rent calculation. A ‘Tenant Member Complaint Form’ is to 
be completed if the complaint is against a staff member or any party acting on behalf 
of the organization. Complaints must include details (date, time, what occurred, who, 
etc.) in order to fully assess and address the complaint. The filled in form should be 
forwarded to the Mainstay Head Office addressing Manager, Quality and 
Performance Analytics.  
 
RESPONSE TIMES  
Tenant Member Complaint Forms will be acknowledged within 3 business days on 
receipt and a full reply will be sent within 14 business days of receipt. At all stages, 
the complainant will be kept informed as to what is happening with their complaint. If 
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for whatever reason it is not possible to deal with the complaint within the published 
timescale then the complainant will be informed of this, and a reason given.  
 
Please refer to Mainstay’s Complaint Policy and Procedure for more information. 
 

 
Concerns About How Mainstay Protects My Privacy 

Mainstay Housing has a Privacy Officer who has the responsibility to 
make sure Mainstay staff, volunteers and contractors follow the Privacy 
Policy. 

Each tenant-member receives a copy of the Personal Information Policy. If 
you have a concern about the collection, use or disclosure of information you 
give to Mainstay Housing, you may call 416-703-9266 and speak with the 
Privacy Officer. 

 
 

How Do I Appeal a Decision? 

If you have a concern about a decision that was made regarding a transfer 
request, rent calculation, or request to have someone added to your lease, 
please speak with your Supportive Housing Worker immediately after 
receiving the decision. 

 
You can appeal the decision by completing a Decision Review form within 
15 days of receiving the decision. You can get the form from your 
Supportive Housing Worker or by contacting the Mainstay head office. 
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Assaulted Women’s Helpline (multiple languages) .......................................... 416-863-0511 
www.awhl.org 1-866-863-7868 TTY 

For women facing abuse. This service provides 24-hour confidential crisis counselling, 
safety planning, emotional support, information and referrals to emergency shelters, 
legal services and other community services. 

Community Information Toronto (multiple languages) ...................................................... 211 
www.211toronto.ca 1-888-340-1001 TTY 

For information about every type of community service and support in Toronto, you 
can call this community help line. They are open 24 hours a day, 7 days a week. You 
can also search their “Blue Book.” This is located in every library and community 
centre, many social service agencies in Toronto, as well as most of Mainstay 
Housing’s site offices. 

City of Toronto 311(multiple languages) ................................................................................... 311 
www.toronto.ca/311 416-338-0889 TTY 

For information about City of Toronto services or programs, or to make a request for 
service. Callers can get information about everything from Toronto Public Library 
hours of operation, to reporting a missed garbage pick-up, to finding out where the 
closest flu clinic is located. 

The Access Point ................................................................................. 416-640-1934 
www.theaccesspoint.ca 

Coordinated Access to Supportive Housing  maintains  a  centralized  wait  list  for 29 
supportive housing providers in Toronto for people  living  with  mental  health and 
addictions issues. 

Credit Canada....................................................................................... 416-228-3328 
www.creditcanada.com 

Credit Canada offers free credit counseling services over the phone or by 
appointment. They provide support to help organize your bill payments, manage debt 
or deal with other financially related difficulties. 

APPENDIX 1 
COMMUNITY RESOURCES 

http://www.awhl.org/
http://www.211toronto.ca/
http://www.toronto.ca/311
http://www.theaccesspoint.ca/
http://www.creditcanada.com/
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Drug and Alcohol Registry of Treatment (DART) ........................... 1-800-565-8603 
www.dart.on.ca 

DART is a toll-free treatment information and referral service. It is designed to link 
callers with suitable treatment options tailored to their individual needs. 

 
FoodShare’s Foodlink Hotline (multiple languages) ........................ 416-392-6655 
www.foodshare.net 1-888-340-1001 TTY 

FoodShare’s hotline is handled by 211 Toronto. FoodShare can tell you what food 
services (food banks and places that offer free or cheap meals) are available in your 
area, when they are open and what information you need to bring. (Many places will 
ask you to bring identification and proof of income such as OW or ODSP statement.) 

 
Gerstein Centre .................................................................................... 416-929-5200 
www.gersteincentre.org 

Gerstein Centre is a non-medical crisis service offering telephone support, counseling 
and visits to you in the community. There is a house where you can stay for up to a 
few days. 

 
City of Toronto Rent-Geared-to-Income Housing ............................ 416-338-8888 
https://www.toronto.ca/community-people/housing-shelter/finding-housing/ 

Learn about how to apply for subsidized housing and housing benefits. 

 
Integrated Community Mental Health Crisis ..................................... 416-498-0043 

Response Program 
(serves Etobicoke and North York) 

 
Offers 24 hours a day, 7 days a week telephone counseling and support including a 
mobile van to visit people in their home or community. Serves Etobicoke and North 
York. 

 
Lawyer Referral Service ...................................................................... 416-947-3330 
www.lsuc.on.ca 416-644-4886 TTY 

This service can help you over the phone. They will give you the names of several 
lawyers who can help with your legal problem. This service costs $6. You can get up 
to a half-hour of free legal advice from a lawyer. They can also provide lawyers for 
visits to homes or institutions. 

http://www.dart.on.ca/
http://www.foodshare.net/
http://www.gersteincentre.org/
http://www.toronto.ca/community-people/housing-shelter/finding-housing/
http://www.lsuc.on.ca/
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Legal Aid .................................................................................................. 416-598-0200 
www.legalaid.ca 416-598-8867 TTY 

For some legal problems, you can get a legal aid certificate that will pay for a lawyer’s 
services. Call the number above to find out where to go in your area, and what you 
need to bring. 

Metro Addiction Assessment Referral Service (MAARS) ................. 416-599-1448 

MAARS at the Centre for Addiction and Mental Health offers assessment and referral 
services for individuals with addictions. 

 
OIS After-Hours Emergency Interpreting Services ................... 1-866-831-4657 TTY 
ois@answerplus.ca 1-866-256-5142 Phone 

 
Provides after-hours sign language interpreting service for health or mental health 
emergencies. The service is available in Ontario from 5 p.m. to 9 a.m. on weeknights 
and 24 hours/day on weekends and holidays. 

 
Police – non-emergency number .......................................................... 416-808-2222 
www.torontopolice.on.ca 416-467-0493 TTY 

If you would like to speak with the police and it is not an emergency, please call the 
main switchboard at the number above. They will connect you with the proper person 
or department. In an emergency, please call 911. 

 
Scarborough Mobile Crisis Intervention Team .................................. 416-289-2434 
www.tsh.to 

Offers telephone counseling and a mobile crisis team that will visit in the home or 
community. Serves East York and Scarborough. 

 
Self Help Resource Centre of Greater Toronto ................................. 416-487-4355 
www.selfhelp.on.ca 

This service offers telephone referral to self-help groups across the city. They can also 
help you to start a new group. 

 
SOS Femmes (French) ........................................................................ 416-759-0138 
www.sosfemmes.com 

This service provides crisis counselling, emotional support, information and referrals 
to emergency shelters, legal services and other community services for women who 
have been assaulted. 

http://www.legalaid.ca/
mailto:ois@answerplus.ca
http://www.torontopolice.on.ca/
http://www.tsh.to/
http://www.selfhelp.on.ca/
http://www.sosfemmes.com/
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Street Helpline (multiple languages) .................................................. 416-392-3777 
www.findhelp.ca 

This help line offers information and services to people who are homeless. They have 
the latest information on where shelter is available on any night. You can call them 
collect (for free) from any payphone by dialling 0-416-392-3777. They have a van that 
can help you get to a shelter too, if you need it. 

Toronto Distress Centres (151 languages) ........................................ 416-408-4357 
www.torontodistresscentre.com 416-408-0007 TTY 

Toronto has three distress centres (central, north and Scarborough). All have the 
same phone number. Trained volunteers will talk to you 24 hours a day, 7 days a week 
and give emotional support and resource information. . 

Toronto Health Connection ................................................................. 416-338-7600 
www.toronto.ca/health/thc_index.htm 416-392-0658 TTY 

Information and access to all Toronto Public Health programs and services. Free, 
confidential health information and advice from a Public Health professional. 

Toronto Transit Commission (TTC) (over 70 languages) ................. 416-393-4636 
www.toronto.ca/ttc 416-481-2523 TTY 

Call to find out how to get anywhere in Toronto by TTC and for schedules for buses, 
streetcars and subways. 

The Warm Line ..................................................................................... 416-960-9276 

The warm line is an anonymous and confidential peer support chat line for consumer 
survivors. You can access the warm line Monday to Sunday 8 p.m. to midnight. 

http://www.findhelp.ca/
http://www.torontodistresscentre.com/
http://www.toronto.ca/health/thc_index.htm
http://www.toronto.ca/ttc
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TENANT MEMBER COMPLAINTS  

POLICY and PROCEDURE 
 

Effective: September 1, 2019 
 

COMPLAINT DEFINITION 

A complaint is an expression of dissatisfaction or concern by a Mainstay Housing tenant member 

made to Mainstay Housing staff. If necessary, the tenant member can ask a representative to 

make a complaint on their behalf. 

COMPLAINT SCOPE 

The scope of the complaint includes staff treatment of tenants, service standard, decision review, 

privacy and confidentiality, access, communication, action or lack of action by Mainstay Housing 

as an organization, a staff member or any party acting on behalf of the organization. 

Tenant members who have concerns about maintenance issues within their rental units or in the 

common areas of the residential property must follow the work order process in the appropriate 

manner. If the maintenance request is not addressed within the designated timeframe a formal 

complaint can be made by filling out the ‘Tenant Member Complaint Form’. 

This is to be noted that complaints found to be frivolous and vexatious will be addressed 

differently as identified later in this policy. 

GUIDING PRINCIPLES 

 It is in the interest of all parties that complaints are dealt with promptly and resolved 

as quickly as possible 

 Review of the complaint is fair, impartial and respectful to all parties 

 Complainants are provided clear and understandable reasons for decisions relating to 

complaints 

 Updates are provided to complainants during the review processes 

 Mainstay considers complaints to be a valuable source of information about ways in 

which we may improve services, policies and procedures 
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METHODS OF MAKING A COMPLAINT 

Informal Complaint 

Complaints made verbally to Mainstay Housing Supportive Housing Worker. Whenever possible, 

tenant members should try to informally resolve conflicts on their own if they feel comfortable 

and safe to do so. Tenant members can do this with the help of their Supportive Housing Worker 

(SHW). Addressing the issue directly with the person who provided you with the service is an 

important step. This provides staff with an opportunity to stop the behaviour or take the 

necessary step to address the issue. 

Formal Complaint 

Complaints made in writing to Mainstay Housing management. For example, unresolved 

complaints made to SHWs, work orders not resolved within standard time, decision review for 

rent calculation. A ‘Tenant Member Complaint Form’ is to be completed if the complaint is 

against a staff member or any party acting on behalf of the organization. Complaints must include 

details (date, time, what occurred, who, etc.) in order to fully assess and address the complaint. 

The filled in form should be forwarded to the Mainstay Head Office addressing Manager, Quality 

and Performance Analytics. 

RESPONSE TIMES 

Tenant Member Complaint Forms will be acknowledged within 3 business days on receipt and a 

full reply will be sent within 14 business days of receipt. At all stages, the complainant will be 

kept informed as to what is happening with their complaint. If for whatever reason it is not 

possible to deal with the complaint within the published timescale then the complainant will be 

informed of this, and a reason given. 

STAGES OF THE COMPLAINTS PROCEDURE 

Stage One 

In this stage, tenant members raise their concern either verbally or written to their SHW. SHW 

will try to resolve the issue to best of their ability. SHW will also record the complaint or concern 

in Mainstay’s complaint tracking system. If the matter is not resolved then a formal complaint 

can be placed as identified in stage two.  

Stage Two 

While tenants are encouraged to utilize stage one of the complaint process, they may file a 

complaint at this stage. In this stage, the tenant member will fill out a ‘Tenant Member Complaint 

Form’ and forward to Mainstay Head Office addressing Manager, Quality and Performance 

Analytics. If required, tenant member can get assistance from any person of their choice to fill 

out the form.  
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Upon receiving the complaint the complainant will be informed of the timescale within which 

they will receive a response as indicated. If the matter is not resolved at this stage, it will be 

referred to stage three.  

Stage Three 

At this stage, a meeting will be convened between the person (and their representative if 

necessary) and a management representative by Mainstay who has not been involved in the 

complaint. This will take place within 14 business days of the matter being referred to stage two. 

Following discussions with all relevant parties, the management representative looking into the 

complaint will prepare a written statement of their findings and any recommendations. A copy 

of the statement will be given to the complainant within 14 business days of the meeting. 

COMPLAINT RESOLUTION 

A complaint is considered resolved when the complainant indicates they are satisfied with 

Mainstay’s response or they do not escalate to stage three. Mainstay’s response after a 

complaint is escalated to stage three will be Mainstay’s final response. 

FRIVOLOUS, VEXATIOUS, AND ANONYMOUS COMPLAINTS 

Mainstay may refuse to deal with a complaint if it is frivolous or vexatious. For anonymous 

complaints, Mainstay may investigate if it deems necessary to do so. 

Frivolous complaints 

A frivolous complaint is a complaint that has no serious purpose or value. Mainstay could apply 

the term frivolous to a complaint that has little merit or is of a trivial nature, or was to investigate 

it would be out of all proportion to the seriousness of the issues complained about. 

Vexatious complaints 

A vexatious complaint is a very narrow category of complaint. Mainstay will refuse to deal with a 

complaint where it is readily apparent that the complainant is pursuing a complaint which is 

entirely without merit and is made with the intention of causing inconvenience, harassment or 

expense to the organization or any party acting on behalf of the organization. 

In identifying frivolous or vexatious complaints, Mainstay must be careful not to prevent 

complainants who are raising genuine concerns. This will be achieved by recognising that: 

 Complainants may often be aggrieved, frustrated or have other reasons for their 

behaviour and, therefore, that the focus must be on careful consideration of the merits 

of the case rather than the attitude of the complainant; and  

 Every complaint must be considered on its own merits and, even if someone has made a 

frivolous or vexatious complaint in the past, it must not be assumed that any other 

complaint they make will also be frivolous or vexatious. 
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The need to consider every complaint on its own merits cannot be over-emphasised. 

COMPLAINT TO EXTERNAL BODIES 

Nothing in this policy prevents or discourages a tenant member from seeking legal recourse at 

any stage through the Landlord and Tenant Board, The Human Rights Tribunal of Ontario, 

Information and Privacy Commissioner of Ontario or other legal avenues that may be available.  

RECORDING, MONITORING AND REPORTING 

A record of a complaint and its outcome will be kept and filed separately from the tenant files. 

Individuals or complainant will still have access to this through the provisions made by Mainstay 

Housing. 

The Executive Team will oversee complaints received by the organization. Continued monitoring 

of complaints will take place within the organization and will form part of the compliance reviews. 

The Quality Committee of the Board of Directors will be responsible for monitoring compliance 

with this policy and to identify trends and ensure that appropriate action has been taken. 

Mainstay Quality Committee will receive a report on complaints or concerns made and how they 

were addressed, in a manner that preserves the privacy and anonymity of tenant members and 

staff involved. The Quality Committee will report to the Board of Directors twice every year. 

REVIEW 

This policy will be reviewed 1 year from the implementation or last review date. Procedures will 

be reviewed annually both to consider any amendments that are necessary to services and 

procedures as well as to enable effective and satisfactory working arrangements to be 

maintained. 

 

=== 
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