


Table of Contents

About Mainstay 3

Message from the President 5

Message from the Executive Director 6

The COVID-19 Pandemic 7

Strategic Plan: What we Accomplished 9

 I. Improve the quality of the Mainstay tenant experience 9

 2. Secure our foundation 11

 3.  Implement innovative housing solutions 13

Joining with Houselink 15

Board of Directors 16

Financial Statements 18



MAINSTAY ANNUAL REPORT 2019-2020    3

About Mainstay

Mainstay Housing is Toronto’s largest 
nonprofit housing agency. We are 
proud to lead the affordable housing 
sector in building strong, inclusive 
communities where everyone has the 
opportunity to thrive. 

The achievements described in this 
Annual Report follow the path set out 
by our 2017-2020 Strategic Plan.  
The Plan laid a solid foundation for future work where we would broaden our 
focus as a supportive housing provider by expanding our asset base. Mainstay’s 
ultimate goal is to build complete communities that include a mix of market-rent 
and affordable units, where some tenants receive support services. 

Mainstay continues to lead and collaborate with other groups, including 
governments, housing agencies and sector partners to advocate for policies that 
will end homelessness, support non-profit affordable housing development and 
solutions, and reduce the stigma of mental illness.

About Mainstay Members 2019/2020

VISION |  With stable housing as a foundation, everyone 
belongs and has a bridge to a better life.

MISSION | To operate high quality housing, support housing  
  stability, and create inclusive communities. 

VALUES  |  Tenant Engagement; Collaboration; Quality; 
Equity; Stewardship. 
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Message from the President

Mainstay has always been an organization that strives for the best 
possible tenant experience, finding new ways to keep more people 
housed, improving its buildings, listening to the tenant voice, and 
engaging government and sector partners for the good of those they 
serve. These ideals are what root the Strategic Plan. Each objective 
comes back to whether a tenant is satisfied in their building, feels a 
sense of belonging and has the supports they need to keep housed and 
move forward in their life.

As we enter into the final year of the Strategic Plan, the Board and I have been 
impressed with what the organization has been able to achieve over the past three 
years. In fact, the plan has pushed us further than we even anticipated. 

Mainstay has moved quickly to set the organization up for future growth. It started with 
the creation of the Planning and Development Committee in 2017. The work of this skilled 
committee, along with Gautam’s leadership, has been critical in the accomplishments 
we’ve seen through 2019 and 2020, the pinnacle of which was the approval of Mainstay’s 
10-year Housing and Development Plan. The purpose of the plan is to regenerate the 
portfolio and create new units following the quality standards we have created. With it, 
we were able to properly assess our properties and sell several vacant buildings this year, 
which sets us up with financial resources for future development.

A testament to the 10-year plan being well executed, is that it positioned Mainstay to bid 
on a large-scale development opportunity this fiscal year. The first of many to come. 

This past year also saw Mainstay and Houselink – a long-standing partner – explore 
the possibility of unification, which could open up many opportunities to strengthen 
supports to tenants, the quality of our buildings, access to funding and create a stronger 
foundation for long-term sustainability for both organizations. While the pandemic 
put tenant engagement activities on hold, we look forward to reviving this work in the 
coming months.

Mainstay has worked internally to improve processes and implement systems to be more 
efficient, while also focusing on tenants and development planning. The Board and I are 
proud what has been achieved over the past 12 months and since the beginning of the 
Strategic Plan. Building a stronger organization and preparing to expand our assets means 
tenants will be better served and Mainstay’s impact in Toronto will only get stronger.

Sincerely, 

Drew Baillie 
President 
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Message from the Executive Director

This past fiscal year ended with the onset of the COVID-19 pandemic, 
which continues today. The pandemic has impacted tenants and staff, 
disrupted our work and challenges our service delivery. As you’ll read 
in this report, staff have stepped up. They have worked hard to keep 
tenants safe and connected, and found ways to offer mobile testing 
and more.

The spread of the virus has also emphasized how critical our work is, 
how more quality housing is needed and that achieving Mainstay’s development goals 
are more important than ever. Having our 10-year Housing and Development Plan 
approved this year gives us a clear path forward to do more. 

This past fiscal year has been about “getting future ready.” We are driving forward our 
mission of operating high-quality housing, supporting housing stability and creating 
inclusive communities. 

We have been working in the here and now, while at the same time, preparing for what’s 
to come in five, 10 and even 20 or 50 years down the road. Getting future ready means 
we are thinking past the timeline of the Strategic Plan. It means we have a strong vision 
and well-defined goals to improve efficiency and make significant positive impacts for us, 
our tenants, and for the sector as a whole. 

The housing environment is changing rapidly. We have to keep pushing forward as a 
leader and influencer. We have to work smarter, be innovative and forward-thinking to 
prepare for and anticipate what’s to come. Exactly what our focus has been this past year. 

We’ve improved how we engage with tenants, provide customer service to them, and 
enhance their sense of safety and security. We’ve put emphasis on gathering stronger 
data and improving our ability to make evidence-informed decisions. Most significantly, 
we put in motion an opportunity to join with Houselink Community Homes as one 
organization. This, again, would position us as leaders and help us make a greater impact 
for those who need housing and stability.

I feel fortunate to work with a team of dedicated and passionate staff. I credit all of them 
for their efforts, their insights, and their collaboration. I’m excited for what lies ahead as 
we look at more ways Mainstay can continue to be future ready.

Sincerely, 

Gautam Mukherjee
Executive Director 
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The COVID-19 Pandemic

This fiscal year ended with the World Health Organization declaring a global pandemic 
on March 11, 2020, following the discovery of the novel coronavirus now known as 
COVID-19. Six days later, the Province of Ontario declared a State of Emergency.

For Mainstay tenants and staff, the impact was significant. We quickly had to shift 
business practices and procedures to ensure staff and tenants understood the proper 
public health protocols. We worked quickly to acquire personal protective equipment 
(PPE). A staff redeployment plan helped us manage times of significant staff absence 
to ensure all tenants continued to have access to essential supports. Staff conducted 
routine wellness checks and action plans with tenants, particularly for the most 
vulnerable and socially isolated. 

We had to quickly shut down community development activities and tenant gatherings 
– a tough decision for a population who rely on these programs for a sense of belonging 
and connectedness. We modified on-site hours to support staff to work remotely and we 
closed site offices. Head Office was also closed to visitors and staff were supplied with. 

We distributed over 100 cell phones with monthly plans to vulnerable and isolated 
tenants to help them stay in touch with Mainstay and others. We limited maintenance 
activities to urgent needs, and increased cleaning and disinfection efforts to help 
minimize the spread of the virus. Transfers and move-ins were also put on hold. 

The pandemic amplified food insecurity, which is a major issue for many tenants in 
normal times. To address it, we allocated over $5,000 monthly to provide groceries and 
hygiene products. We also found new community resources who donated hot meals. 
To assist tenants with pets, we received pet food from the Humane Society – benefiting 
over 120 animals.

We created a 24/7 direct phone line for tenant members who needed COVID-related 
support. Tenants could call if they felt any symptoms and were unsure what to do next. If 
a tenant shared that they had symptoms, staff supported them to get tested.

Mainstay also had the pleasure of with working with Clinical Programs and Optimization 
University Health Network and Davenport Perth Neighbourhood & Community Health 
Centre to complete COVID-19 testing on site at our shared homes in the community.

As further lockdowns were implemented and case numbers fluctuated, Mainstay 
continued to monitor public health advice and adapt as needed. Keeping people safe 
was the top priority, and we are pleased that case numbers remained very low among 
tenants and staff. 

Tragically, the pandemic put our most vulnerable at risk and shone a light on long-
standing systemic issues and the urgent need for stable housing. We continue to 
advocate to decision makers for more supportive housing so we can reduce risk and take 
more people off the streets.
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Before COVID, MJ was thriving. He was going to Toronto East 

Community Health Centre five days a week, working out five 

days a week, running the Daily Bread food bank in the building 

and seeing his caseworkers in person on a regular basis. His 

mental health was in a good state.

Once the pandemic hit, he resigned from his position at the 

Daily Bread because he was concerned that did not have 

the ability to run the program safely. He had to stop going to 

TECHC and seeing his supports in person.

His Supportive Housing Worker (SHW) took over his position 

at the Tower Food Bank program. At first, MJ felt a bit resentful 

because he had been running the program for 11 years. However, 

after about a month of the SHW running it, he expressed his 

appreciation for the fact that we continued to find a way to run 

the program safely, even if he did not participate.

MJ is also grateful that Mainstay staff members have continued 

to work through the pandemic and check on the building and 

its residents regularly. He was aware of a few crises that had 

come up and that his SHW had done a good job of being 

there for everyone. He has found other ways of coping, such 

as working out at home, reading, and speaking to his supports 

over the phone. Just like the rest of us, he is looking forward 

to the day where things return to normal, but for now he is 

appreciative of what he has.

MJ has demonstrated a huge amount of strength and resilience 

through this difficult time.

MJ’s Story
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Strategic Plan: Getting Future Ready 

Through this year, Mainstay set sights beyond the Strategic Plan and well into the 
future. As the health and housing environments change and funders have increased 
expectations for integration and further efficiency, Mainstay has spent this past fiscal 
year looking for solutions. Through this report, you will see how the organization 
has been laying the foundation to meet these expectations and ensure flexibility 
and adaptability for years to come. In addition, you will see that Mainstay also 
started pursuing the opportunity to join with Houselink Community Homes. As 
such, throughout the year, some work changed course as we shifted focus to the 
amalgamation. It became clear that together, our organizations could offer much 
greater benefit to tenants in the long term. More about joining with Houselink can be 
found on page 15.

Mainstay Strategic Directions

 1. improve the quality of the Mainstay tenant experience
 2. secure our foundation
 3. implement innovative housing solutions. 

1 Improve the quality of the Mainstay tenant experience 

2019-2020 Achievements

  4  Tenant Advisory Committee member training and skills assessment

 4  Draft Engagement Framework developed by the Tenant Advisory Committee 

 4   More than 1,400 community development activities, including social activities 
and food programs

 4  Easier access to work order status improving overall tenant satisfaction

 4   Explored the opportunity of joining with Houselink as one organization to 
better serve tenants
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Tenant Advisory Committee

Launched in 2018, the Tenant Member Advisory Committee is a tenant-driven initiative 
with administrative support provided by Mainstay staff. Eight tenants sit on the 
Committee, each representing different Mainstay programs and geographical areas. 

In 2019/2020, the Committee developed a Tenant Engagement Framework with the 
goal of creating opportunities for tenant participation at several levels. The Advisory 
Committee is looking to gather tenants’ feedback on the draft Engagement Framework 
and finalize it. However, the COVID-19 pandemic has put a pause on this work.

Also, to ensure that Committee members are fully equipped with tools and skills 
needed to lead the Committee over the long-term, we conducted a training and skills 
needs assessment. Tenants reported the need for training and skills development in 
communication, group facilitation, chairing, and budgeting to help implement the 
Framework. 

Community Development Activities 

Community Development activities are an important part of Mainstay tenants’ 
experience. They get people involved in the broader Mainstay community and help 
Mainstay engage directly with clients. In 2019 and 2020, tenants participated in1:

1 Due to the COVID-19 pandemic, community development activities did not take place in most of March 2020.
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Improving tenant customer service and responding to feedback

This year, Mainstay staff took action to respond to tenant feedback and improve 
communication and support in each building. For example, managers and staff in 
Building Services took customer service training. Contractors now wear “Mainstay 
Contractor” vests so they are easily identifiable. Every Supportive Housing Worker 
is now trained on the Yardi Maintenance system so they can fill out work orders and 
check their status. This means tenants can talk to their SHW, or any maintenance 
staff, and get help with submitting or checking on work orders. This improved a past 
inefficient system that relied on tenants to call Mainstay, which was a barrier for those 
who do not have phones. Each of these steps improves a tenant’s overall satisfaction 
in Mainstay buildings.

2 Secure our foundation 

2019-2020 Achievements

 4  Completed 36 Building Condition Audits

 4  Developed a five-year Capital Plan to 2024

 4  Improved corporate systems and completed nearly 95% of work orders 

 4  Completed analysis of supportive housing real estate in Toronto

 4  Led the release of the Aging in Place Report 

Building Condition Audits and Asset Planning

In 2019, Mainstay engaged an engineering firm to complete 36 Building Condition 
Audits and reports. The reports provide a clear picture of capital repairs across all 
buildings so that we can plan for the long term and ensure funds are available to 
complete the work when needed. We also purchased Asset Planner, an online capital 
planning tool. We uploaded the Building Condition Audits into the tool, which improves 
our ability for building analysis, maintaining up-to-date data about the condition of our 
buildings. We also used it to create a five-year Capital Plan to 2024. 
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Improvements to Corporate Systems and improved maintenance tracking

Effective corporate systems and processes help us work more efficiently, reduce 
costs and improve the tenant experience. In 2019 and 2020 we expanded the 
rollout of the Yardi Maintenance system across the organization, and we automated 
purchase orders using Voyageur. All of this improves our ability to track work, 
improve internal controls, make informed decisions and have access to real-time data. 

In addition, in 2019 Mainstay began working with SHS Consulting to create a preventive 
maintenance plan for the entire portfolio of properties. The project will continue 
through 2021 as a detailed maintenance plan is created for each building. 

Maintenance Statistics 

Total work orders received 
and logged in yardi:

4,501

Maintenance work order 
completion rate:

94.7%
*work order categories with less than 50 are not included in this list

Mainstay Work Order Completions Tracked in Yardi: 
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Toronto Supportive Housing Real Estate Analysis

Mainstay secured funding and led an initiative to work with other providers and look at 
all the supportive housing properties in Toronto. The initiative consolidated data from 
over 250 supportive housing buildings and 2500 different market rent units to help us 
get a better understanding of the value of our assets, how they are being used, and 
to learn where there are opportunities to increase supportive housing stock or better 
match what we have to meet local needs. We now have a baseline to inform decisions 
and advocacy going forward.

Aging in Place Report

In October 2019, Mainstay led the release of Aging in Place: Current and Emerging 
Needs of a Vulnerable Population. A result of two years of community-based research, 
the Report is a call to action for policy makers and governments. The research found 
that the most vulnerable in our society show signs of aging sooner than the general 
population – some as early as 39 years. The data show:

 • Accessible housing is hard to find;
 • Those experiencing premature aging are not eligible for senior services; and
 • People with limited options experience social isolation. 

Aging in Place provides recommendations for practical solutions, such as creating 
appropriate support for those prematurely aging, working closely with families and 
giving clients a stronger voice through annual consultation. This report is particularly 
important for organizations like Mainstay where 75% of our tenants are over age 45. 
The full Report is available on Mainstay’s website.

3 Implement innovative housing solutions 

2019-2020 Achievements

 4  Established a new Development Fund

 4  Submitted to the City of Toronto’s Housing Now Program

 4  Advocacy for funding and expanded housing development 

 4  Efforts to expand our asset base by joining with Houselink 

https://www.mainstayhousing.ca/about-mainstay/publications/
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Mainstay Development Fund

Mainstay put four vacant properties up for sale that do not meet Mainstay’s standards 
for high-quality housing. Proceeds from the sales are to establish a Development Fund 
to cover the costs associated with development and ensure financial resources are 
readily available to act quickly when opportunities arise.

Housing Now Submission

Mainstay actively sought opportunities to expand our asset base through this past 
fiscal year. Specifically, in December 2019, Mainstay submitted a strong proposal 
through the City of Toronto’s Housing Now Program to develop a 254 unit building 
in partnership with two other organizations. Although not awarded the property, we 
continue to monitor the opportunities through the program. 

Advocating for supportive housing 

Mainstay continued to be a leader and have an active voice in the sector through 
organizations such as the Toronto Alliance to End Homelessness and the Toronto 
Mental Health & Addictions Supportive Housing Network. We continue to advocate 
for more funding and long-term solutions to build more capacity and reduce 
homelessness in Toronto.
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Joining with Houselink 

Mainstay and Houselink are two of the largest housing providers in Toronto. We share 
the same mission and vision. In 2019 and 2020 we began discussing opportunities 
to work more closely together to strengthen our ability to respond to the changes in 
the health and housing sectors and improve what we can offer tenants. The boards 
of both organizations considered several options. Although the most challenging to 
implement, joining as one organization proved to be the option that would have the 
greatest positive benefit for tenants in the long run.

In mid-2019, we shifted the focus of some of our Strategic Plan objectives to further 
investigate the opportunity with Houselink and prepare for a tenant vote to move 
the initiative forward. Initial town halls to engage stakeholders, staff and tenants took 
place through fall 2019, but the pandemic required us to pause any further tenant 
information sessions and postpone the tenant vote.

Despite the pause, the vision for amalgamation remained clear: protect what we 
have, make our services better and lift more people out of homelessness. Through 
integration, we will be able to bring the best of both organizations together. We will 
expand our asset base, take advantage of Houselink’s strength in tenant programs, 
and have more influence with decision makers.

More information on joining with Houselink is available on our website. 

https://www.mainstayhousing.ca/for-tenants/joining-together/
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Board of Directors 2019-2020 

Drew Baillie 
President

Kyle Brady 

Winston Eddy 

Leslie Gash 

Michael Higgs 

Janice Lin  

William McIntosh 

Peggy Mooney  
Treasurer

Molly Reynolds 

Alana Rom 

Lisa Rotstein 

Linda Russell 

Gordon Singer  
Vice-President

Monica So
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“I am so happy we are making 

our building beautiful by working 

on our gardens, it has meant so 

much to me to be supported in 

doing something that I love, enjoy 

specially knowing that it is also 

making a difference for others.”
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Financials

MAINSTAY HOUSING STATEMENT OF OPERATIONS
For the year ended March 31 2020

Revenue 2020 2019

Ministry of Health funding $ 10,172,335  $ 10,106,217

Tenant rent 2,838,125  2,,755,085

Toronto Central Local Health Integration Network funding  1,103,096 1,155,584

Other grants  978,564  862,098

Rent supplement funding 880,435 791,224

Fee for service 406,836  404,002

Amortization of deferred contributions related to capital assets  151,426  166,928

Interest and other revenue  111,476 61,532

Donations  8,052 16,473

 $ 16,650,345  $ 16,319,143

Expenses

Salaries and benefits  4,041,214  3,633,326

Amortization of capital assets  3,525,546 3,431,427

Building operations  2,963,423 2,984,386

Utilities  1,507,658  1,452,267

Rent supplement expense  1,165,833  1,044,296

Property taxes  1,123,231 1,104,912

Mortgage interest  778,550 853,167

Office administration  586,382 517,306

Professional fees  330,965  269,080

Information technology  215,459 178,588

Insurance  148,017  132,966

Tenants, members and board  88,379  71,315

Other expenses  85,783  262,796

 $ 16,560,440  $ 15,935,832

Surplus before one-time items 89,905 383,311

Less: MOH 2019 funding clawback 182,923 -

Less: Pandemic expenses 60,417  -

Net Surplus (deficit) $ (153,435) $ 383,311





550 QUEEN STREET EAST, SUITE 150

TORONTO, ONTARIO M5A 1V2

TEL: 416-703-9266

FAX: 416-703-9265

TTY: 416-703-9267

WWW.MAINSTAYHOUSING.CA

CHARITABLE REGISTRATION NUMBER:

119258440 RR0001


