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OUR STRATEGIC PLAN 2012-2017
Strategic goal #1:  
Enhance the relevance, quality and impact of our 
services

Strategic goal #2:  
Strengthen strategic partnerships for increased 
impact and reach

Strategic goal #3:  
Communicate and celebrate the impact of our 
services

Strategic goal #4:  
Strengthen organization to support growth and 
long-term viability

the Board
Front row: Georgiana Beal, Marlene Shortt, 
Irina Sytcheva, Neill Carson (President), 
Richard Lundeen (Vice-President),  
Carole King

Back row: Brigitte Witkowski (Executive 
Director), Ann Weir (Treasurer), Mike Gray, 
David Haigh, Deborah Egan, Paul Oxley

Absent: Marko Trivun, Selvin Williams
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In our last annual report, we told you about our 
ongoing work to implement our Strategic Plan, with 
the first of four strategic directions being to focus on 
quality. We are pleased to report that, during the past 
year, we have made significant progress on our quality 
journey.

“Quality” has always been important to Mainstay, 
but it remained mostly behind the scenes, built into 
our operations but not necessarily obvious to our 
tenant members or partners. The Excellent Care for 
All Act, or ECFAA, passed by the Ontario government 
in 2010, encouraged the health 
care sector to focus on making 
quality transparent to everyone 
inside and outside organizations. 
Even though we were not yet 
required to adopt ECFAA, we 
started thinking about how to 
demonstrate our commitment 
to quality, how to find ways of 
involving the Board in setting 
high-level quality goals, and how 
to measure our progress. 

The first step came when the Board commissioned 
a study to address the question, “What does ‘quality’ 
mean for Mainstay Housing?” The resulting report, 
available on our website (www.mainstayhousing.ca) 
and described more fully in this report, led to extensive 
discussions and further work by the Board and staff.

Another landmark occurred last February, when the 
Board and senior staff spent a full day exploring ways 
to advance our quality agenda. At the day’s end, we 
had defined three high-level quality aims drawn from 
our strategic directions that became the focus of our 
thinking. The Board also decided to establish a Quality 
Committee of the Board to replace the Quality Working 
Group. We would like to thank the Board members on 
the working group (Deborah Egan, David Haigh and 

Carole King) for their efforts; we would not have come 
so far on our journey without their dedication to the 
quality cause.

We continue to work toward our next milestone; the 
creation of a “quality improvement plan” that describes 
our quality aims, the actions we’re committed to take, 
and a quality dashboard to report and guide our 
progress. We intend to make this readily available to 
our tenant members, staff and key stakeholders.

All of this, of course, supports our longstanding 
and unchanged mission: to work with people who 

live with mental health and 
addiction issues and who are 
deeply affected by poverty, 
providing them with housing, 
responsive support and 
greater opportunities to be 
part of the community. Indeed, 
our second major initiative of 
the past year, also described 
in this report, has been to 
better understand what 
“Community and Belonging” 

means to our tenant members. This in turn will inform 
the development of a survey to measure how we work 
together to support our tenant members as citizens.

As always, we are indebted to our dedicated staff 
and Board members, who contribute so much to our 
work at Mainstay. We also thank our partners for their 
support and dedication to our shared goals. And finally, 
thanks to the many tenant members who commit their 
time and experience to help make Mainstay better for 
everyone.

Neill Carson  Brigitte Witkowski
President  Executive Director

A MESSAGE fROM ThE PreSident 
and executive director
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community and Belonging 
Community and Belonging is an initiative growing out of our strategic direction to “Communicate and 

Evaluate.” Our long-term goal is to conduct regular surveys in all our buildings to better support our 

tenant members in taking their place as citizens in their communities of choice.

The first steps were announced at our general 

members’ meeting last November, and tenant members 

were invited to serve on an implementation working 

group. After interviewing those who volunteered, 

Linda Chamberlain, David Dingwall, Gord Singer and 

Karen Weiler were enlisted to work alongside Andrea 

Gutowski and Volletta Peters.

Next, the Steering Committee, with our independent 

facilitator, Jacques Tremblay, developed a 

questionnaire and organized focus groups in 10 

Mainstay buildings. They specifically chose different 

types of buildings, in different areas of the city, and with 

different levels of engagement. The facilitator, along 

with tenant members Linda Chamberlain and Gord 

Singer, conducted the focus groups.

Here are some questions posed to tenant members:

•  What does community and belonging mean to you?

•  How long have you lived at Mainstay?

•  What activities do you participate within Mainstay 

Housing?

•  What activities do you participate in outside of 

Mainstay?

•  What do you need from Mainstay?

•  Would it be useful to have a seminar about special 

interest topics (i.e. diabetes)?

•  What topics would you want the speaker to talk about?

The Steering Committee’s responsibilities include taking 

the results of the focus groups and summarizing them 

under three headings: what tenant members need from 

Mainstay, from themselves, and from other service 

providers. They are also conducting a literature review.

The results of this work are to be presented at the next 

Annual General Meeting. Then the results of the focus 

groups and literature review will be used to create 

a common survey that can be used with all tenant 

member households. The results of the survey will help 

to inform outreach and engagement and opportunities 

that support “Community and Belonging.”

Jacques tremblay, (left) an independent facilitator, meets with tenant members 
in one of several focus groups that helped to develop a questionnaire that will 
eventually be used with all mainstay households to determine how best to develop 
their sense of community.
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TENANT MEMbERS PARTICIPATE IN  
ThE community and Belonging 
ProJect Steering committee

Linda Chamberlain and Gord Singer know first-hand the value of 

becoming involved in both the Mainstay community, and the broader 

world beyond Mainstay’s doors.

Both are long-term residents, and both have served on the Board, 

including terms as President.

Now, they hope to give even more back to the community by serving 

as tenant members on the Community and Belonging Committee.

Mainstay is founded on the premise that stable housing is a key 

determinant in recovering from mental illness, but it is equally 

important for tenants to become engaged both inside and outside 

their own building’s community. Finding better ways of encouraging 

tenant members to become engaged is the goal of the Community 

and Belonging Committee (see separate article.)

“Our committee will help to develop the community where we live,” 

says Gord. “People are hoping that they will have a life that gives 

them some happiness, and part of that is being connected to the 

community.”

“Living in the community the way we do is very inspiring and very 

empowering,” he adds.

Linda, who like Gord is a long-term tenant member of Mainstay, also 

believes in the importance of involvement. “There are a lot of talented 

people here,” she says, “but when they get depressed, they stay by 

themselves. We need more social events to bring people together.”

The committee, she says, will “listen to tenants about what they like 

and don’t like, and what could help them. The goal is to get members 

engaged.”

gord Singer, Steering committee member and michael Potvin, 
Student Placement support

linda chamberlain, Steering committee member
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MOVIE NIGHTS
2012 - 3
2013 - 3
2014 - 6

COMMUNITY 
KITCHEN

PROGRAMS
2012 - 4
2013 - 9
2014 - 12

FITNESS 
GROUPS
2012 - 5
2013 - 4
2014 - 2

BBQS
2012 - 7
2013 - 13
2014 - 13

ARTS GROUPS
2012 - 1
2013 - 7
2014 - 6

COFFEE
DISCUSSION 

GROUPS
2012 - 27
2013 - 24
2014 - 26

BREAKFAST 
CLUBS

2012 - 3
2013 - 8
2014 - 7

GAMES / BINGO
2012 - 4
2013 - 8
2014 - 6

GARDENING 
CLUBS

2012 - 21
2013 - 26
2014 - 22

SUPPLEMENTAL
FOOD

PROGRAMS
2012 - 10
2013 - 3
2014 - 6

TENANT MEMBER 
MEETINGS
2012 - 29
2013 - 31
2014 - 29

DAY TRIPS
2012 - 20
2013 - 4
2014 - 5

CELEBRATORY 
EVENTS
2012 - 14
2013 - 5
2014 - 4

INFORMATION  
SESSIONS
2012 - 6
2013 - 10
2014 - 5

community  
and Belonging 
Vada Kolish and Katherine Salinas, (top left and right), 

Managers of Tenant and Member Services, present 

certificates at the Leadership Recognition Event, where 

more than 80 tenant members were honoured as leaders 

for their contributions to “community and belonging” in 

their buildings.
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MOVIE NIGHTS
2012 - 3
2013 - 3
2014 - 6

COMMUNITY 
KITCHEN

PROGRAMS
2012 - 4
2013 - 9
2014 - 12

FITNESS 
GROUPS
2012 - 5
2013 - 4
2014 - 2

BBQS
2012 - 7
2013 - 13
2014 - 13

ARTS GROUPS
2012 - 1
2013 - 7
2014 - 6

COFFEE
DISCUSSION 

GROUPS
2012 - 27
2013 - 24
2014 - 26

BREAKFAST 
CLUBS

2012 - 3
2013 - 8
2014 - 7

GAMES / BINGO
2012 - 4
2013 - 8
2014 - 6

GARDENING 
CLUBS

2012 - 21
2013 - 26
2014 - 22

SUPPLEMENTAL
FOOD

PROGRAMS
2012 - 10
2013 - 3
2014 - 6

TENANT MEMBER 
MEETINGS
2012 - 29
2013 - 31
2014 - 29

DAY TRIPS
2012 - 20
2013 - 4
2014 - 5

CELEBRATORY 
EVENTS
2012 - 14
2013 - 5
2014 - 4

INFORMATION  
SESSIONS
2012 - 6
2013 - 10
2014 - 5

11,913 total ParticiPantS
2,287 total activitieS
Based on member participating one or more times  

in an activity/program per occurrence, per month.
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Quality at mainStay 
In 2010, the Ontario government passed the Excellent Care for All Act, with the immediate goal of 

improving the quality of care in Ontario hospitals. Each year since then, the government has enacted 

regulations extending the Act’s provisions to other sectors of the health care system. The community 

mental health and addiction sector is not yet required to conform to the Act.

Quality has always been important to Mainstay, but the 
Act provided an incentive to undertake a more in-depth 
examination of what quality means for us. That work 
started two years ago when our Executive Director, 
Brigitte Witkowski, commissioned a discussion paper 
for the Board.

The report, called “What does Quality Mean at 
Mainstay?” described the quality environment, outlined 
how the Excellent Care for All Act 2010 defined 
quality, and described how it was being implemented 
within the hospital sector. It also reviewed various 
studies that examined quality frameworks within the 
supportive housing sector and suggested how quality 
could be defined at Mainstay. Finally, it provided a 
roadmap for developing a quality improvement plan. 
The complete report is available on our web site (www.
mainstayhousing.ca).

At a full-day workshop last February, the Board 
and senior staff, reflecting on the strategic plan and 
directions, identified three high-level quality aims: 

•  Building tenant capacity to stay housed;

•  Creating with members a sense of belonging/
community, and; 

•  Providing safe, affordable, quality housing as a key 
determinant of health and recovery.

These aims helped Mainstay identify “big dot” items 
– indicators that when measured consistently show 
Mainstay is moving in the right direction. The “big dot” 
items are; 

•  Enhanced well-being;

•  Fewer emergency department visits for those in 
our Veterans’ program, Addiction Rent Supplement 
housing and Streets to Homes program;

•  Improved housing experience through property 
management.

These “big dots” will help the Board and staff identify 
the “little dots,” the quality indicators we will measure 
and track. 

The Board also established a Board-level Quality 
Committee. In doing so, the Board believes it will 
provide a structure that allows it to “govern through the 
lens of quality” and to gain a better understanding of 
the impact of quality across the organization.

Ultimately, Mainstay will have a visible quality 
improvement program that Board members, staff, 
tenant members and partners can all understand and 
appreciate, with clearly defined goals, well defined 
measures and transparent accountability. 

Board members (left to right) david haigh, deborah egan and carole King, members of 
the Quality Working committee, meet to discuss the quality indicators dashboard. the 
board will use the dashboard to determine progress towards quality goals.
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“ENhANCING RELEVANCE, QUALITY AND IMPACT Of SERVICES” ThROUGh 
IMPROVED CLEANING PROGRAM
Beth Elenzano (pictured on the job) is one of Mainstay’s hard-working Caretakers, and she had a lot to 

contribute when consultants came calling in 2012 to evaluate the organization’s cleaning procedures.

The organization knew it had to improve its cleaning 

processes if it was to meet its quality goal of enhancing 

the housing experience of tenant members through 

property management. After trying internally to make 

changes, Mainstay retained an independent consultant 

to conduct an objective evaluation of the situation. 

It was the first time for an independent evaluation of 

cleaning quality and the first time staff was asked for 

ways of improving the results. All nine caretakers were 

interviewed during the evaluation.

From Beth, the consultants learned that she followed 

the guidelines laid out for each building, but she also 

improvised some of her cleaning tools, including 

devices to make it easier to wax stairs and to dust the 

very high ceilings in one of her buildings.

Based on the consultant’s report, Mainstay introduced 

new cleaning products, new ergonomic tools, and 

better scheduling, all supported with training. It also 

adopted a consistent method of evaluating results, 

measuring them against generally accepted industry 

standards. Scoring is done every month.

The results have been significant. The overall average 

for the properties increased from 65 per cent of the 

industry standard at the end of 2012 to 71 per cent in 

2013, and Mainstay intends to reach 85 per cent by the 

end of 2014. This is an example of a quality “small dot.”

“I like the new cleaning program,” says Beth. “It’s 

increased the standards in the buildings, and I know it 

lifts the tenant members’ spirits.”
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Building cleaning checKliSt
hALLwAYS

Floors cleaned

Baseboards cleaned

Walls cleaned

 Level of lighting and 

cleanliness

STAIRwELLS
 Steps

 Landings

 Railings cleaned

 Level of lighting

ELEVATORS
 Interior

 Elevator Tracks

 Exterior (buttons, doors)

 Level of lighting

LObbY
Lobby floor

 Runners / Carpet

 Lobby glass and windows

 Lobby doors and 

baseboard

 Level of lighting

COMMON ROOM
 Common room floor

 Glass, windows and 

baseboards

 Common room furniture

 Level of lighting

LAUNDRY
 Laundry floor 

 Laundry appliances

 Laundry sink

 Level of lighting

bASEMENT 
 Cleaning/Supply Room

 Cleaning supplies 

organized

 Floors cleaned

 Mops cleaned and water 

disposed

 Slop sink cleaned

 Desk cleaned and 

organized

 Level of lighting

COMMON 
wAShROOM

 Washroom floor

 Washroom facilities (Sink, 

toilet, mirror)

 Paper and soap (filled and 

available)

 Level of lighting

bASEMENT 
hALLwAY

 Basement floor

 Basement doors and 

baseboards

 Level of lighting

GARbAGE/
COMPACTOR 
ROOM

 Room Floor

 Room Odour

 Organized and Tidy

 Level of lighting

SPRINkLER/
ELECTRICAL/
bOILER/
GENERATOR 
ROOM

 Sprinkler room floor

 Clear of obstacles and 

combustibles

 Level of lighting

OUTDOOR 
GROUNDS/
PARkING  
AREA

 Area cleared of debris

 Walkway cleared of 

debris

This checklist is now used in 

each of Mainstay’s 20 apart-

ment buildings to measure 

cleaning quality. Each item is 

measured on a scale of 0 to 

4, and the results are tabulat-

ed to indicate where improve-

ments may still be needed. 

The new processes have  

already resulted in an im-

provement from 65% to 71% 

of the generally accepted in-

dustry standard.
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96%

96%

96%

97%

EVICTIONS
PREVENTED

TOTAL
NOTICES
SERVED

205

202

257

223

94% 2272013-2014

2011-2012

2009-2010

2010-2011

2012-2013

Preventing evictionS FocuSeS on 
mainStay’S viSion: “StaBle houSing … 
Where everyone BelongS…”
At Mainstay, we support tenants in meeting their obligations, including regular rent payments. We 

issue eviction notices under the Residential Tenancies Act as a means of encouraging a tenant mem-

ber to find a solution to the problem threatening their tenancy. One way we measure our success is 

through evictions prevented.
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the oPPortunity Fund
Mainstay’s Opportunity Fund has been helping tenant members improve their lives since it was 

established in 2007, and 2014 was no exception, with a record 30 individuals receiving Opportunity 

Fund grants. The grants covered a wide range of learning ventures, including retail management and 

security guard training, and courses in creative writing, ayurvedic healing, photography, computers and 

audio recording. They also supported expanding a jewelry business and manufacturing fishing lures. 

The initiative, established during Mainstay’s 25th 
anniversary year, provides funds directly to tenant 
members to help them build capacity and self-sufficiency 
by, for example, taking a course or developing a hobby. 
By encouraging active involvement in their building’s 
community and beyond, the fund helps them to fulfill 
their goals to create better lives for themselves.

But it’s not just the tenant members who benefit from 
the Opportunity Fund; the grants also support the 
Mainstay community and the broader community. 
Studies show that tenants who become involved in 
their communities maintain their housing, recover more 
quickly and integrate more easily into the community. 
This in turn decreases homelessness among those 
living with mental health issues and reduces health 
care costs.

Specifically, the Opportunity Fund:

•  Helps tenant members overcome financial barriers 
to success, allowing them to develop new skills 
that will help them once again become contributing 
members of the greater community by returning to 
the workplace or becoming volunteers. It provides 
opportunities to explore interests that reduce isolation, 
build confidence and pave a path to employment.

•  Strengthens Mainstay’s communities, because more 
engaged and skilled tenant members inspire others 
to take an active role in their recovery and eventual 
return to community, and as each success ripples 
through the community, it encourages peers toward 
empowerment and self-sufficiency. 

•  Encourages closer ties between the Mainstay 
community and the community-at-large, helping to 
debunk the myths about mental illness and build a 
vocal team of ambassadors for supportive housing 
and programming.

Anyone wishing to donate to the Opportunity Fund may 
do so through the Mainstay web site.

Belinda is studying 
healthy culinary arts 

and gluten-free cooking 
in order to learn how 

to better manage food 
allergies and improve her 

nutrition and lead to a 
better quality of life. As 
a member of the deaf, 

hard of hearing, hearing 
impaired community, 

Belinda hopes to later 
teach others in the 

community how to cook 
and prepare nutritious 

gluten-free meals.
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2011
2012 2013

2014

2010

53
APPLICANTS

28
APPLICANTS

13
RECIPIENTS

13
RECIPIENTS

8
RECIPIENTS

14
RECIPIENTS

30
RECIPIENTS

26
APPLICANTS

19
APPLICANTS

20
APPLICANTS

Mainstay’s Tenant and Member Services team worked hard during the past year in support of the  

Opportunity Fund. They promoted the program by discussing it at building meetings, holding group 

sign-up sessions, offering individual assistance with on-line research, and assisting with the applica-

tions. As the graph below shows, both applications and recipients were up sharply this year.  

the oPPortunity Fund
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mainStay team:
Happy 5 Year  
Anniversary:
Claudia Alvarado

Mario Araya

Medardo Cabebe

Andrea Gutowski

years of  
employment  
at mainstay:

 5-9 years

 10-14 years

 15-19 years

 20+

bUILDING  
SERVICES: 
Anielka Arencibia 

Mario Araya 

Teresita Bagorio 

Randy Baldwin 

Agustin Barahona 

Wayne Bisnath 

Medardo Cabebe 

Beth Elenzano 

Jimmy Eshesh 

Dragan Eskic 

Ray Fortune 

George Luzio 

Desmond Marrett 

Peter Popadiuk 

Teresa Rivas 

Myriam Sanz 

Frank Sarantidis
 

TENANT AND  
MEMbER 
SERVICES: 
Lisa Airst 

Nikki Anger 

Ferreshteh Bahmani  

Michael Binful 

Alison Burton-Williams 

Melissa Consunji 

Tanya Dwyer 

Kimberley Ellsworth 

Dan Furfaro 

Yanina Garcia 

Stephen Gray 

Andrea Gutowski 

Vada Kolish 

Mel Logan 

Sandra Mageau-Marsh 

Elisha McLasky 

Jill McCracken 

Parvin Merchant 

Alireza Mikanik 

Delinke Pall 

Heather Pegg 

Volletta Peters 

Math Radfar 

Melissa Renaud 

Katherine Salinas 

Elias Scorsone 

Jeffrey Stevenson 

Jenna Weizel-Fleming 

TJ Wikiruk 

Sharon Williams 

fINANCE AND 
ADMINISTRATION: 
Claudia Alvarado 

Chuting Bi 

Michael Deans 

Jane Edwards 

Nadiya Eroshok 

Elvira Gabbassova 

Shirley Hyre 

Alexandra Johnstone 

Tina Le 

Tony Le-Catequista 

Jin Shen

Executive Director: 

Brigitte Witkowski 

Executive Assistant: 

Nancy Sugar 

Placement/Summer  

Students 2013-2014:

Sara Barbara 
Sarah Gawtrey 
Imogen Mercer 
Jessica Pasini 
Michael Potvin  
(Ryerson University)

Brendon Arnott 
Shanee Harman 
Sandra MacKay 
(York University)

Andrew Stones 
Kamelle Vincent 
(Centennial College)

DONORS:
Thank you to our generous corporate 

and individual donors who invest in 

our tenant members.

Special thanks to our Leadership 

Donors: Echo Foundation; Greater 

Toronto Apartment Association;  

Home Depot Canada Foundation;  

Yardi Systems Inc.

fUNDERS:
Ontario Ministry of Health and  
Long-Term Care – Housing

SHRRP – Social Housing Renovation 
and Retrofit Program. Toronto Central 
Local Health Integration Network

Canada Mortgage and Housing 
Corporation

City of Toronto Supporting 
Communities Partnership Initiative

City of Toronto Homelessness 
Partnership Initiative (Streets to Homes)

Employment and Social  
Development Canada

RCL. 

In memoriam for tenant members 

who passed away in 2013-2014:

Stephanie Abel  

Richard Barnsley  

Trudy Dewar  

Adil Elsayed  

Barbara Faulkner  

William Little  

Stephen MacDonald  

Jamie Jarvis  

Joseph Martin  

William Outhouse  

Andrzej Sokol  

Robert Trottier  

Marlene Welsh  

Matthew Whittingham
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CAPITAL PLAN AND bUDGET
We invested $615,648 in property improvements. We upgraded the fire monitoring systems for all sites and conducted thermographic 
scans of all apartment building electrical systems. We renovated bathrooms and kitchens, replaced boilers, waterproofed foundations 
and replaced or repaired roofs.  Other exterior work included repairing or replacing downspouts, catch basins, balconies and patio doors.

Audited Financial Statements available upon request.

2013-2014 FinancialS 
OPERATING REVENUES $14,819,515

65.37% Ontario Ministry of Health and CMHC and OCHAP

2.51% MOHLTC Rent Supplement - Service Recipient  
Supportive Housing for People with Problematic  
Substance Use Program (SHPPSUP)

7.15% Toronto Central LHIN

2.10% TCLHIN - Service Recipient Supportive Housing for People  
with Problematic Substance Use Program (SHPPSUP)

17.90% Rental Income Tenants

1.85% City of Toronto Streets to Homes

1.92% Other Grants (RCL; ESDC)

1.21% Resource Generation & Other

OPERATING ExPENDITURES $14,819,515
13.01% Support to Tenants

23.58% Building Operations and Maintenance

2.68% Replacement Reserve

4.10% Rent Spent on Rent Supplement Program

0.11% Organizational Reserve

7.82% Corporate Services (Admin, Finance and IT Services  
including board expenses, AGM)

10.52% Mortgage Interest

19.83% Depreciation/Amortization

9.83% Utilities

7.56% Municipal Taxes

0.96% Insurance

65.37%

2.51% 7.15%

2.10%

17.90%

1.85%
1.92%
1.21%

19.83%

13.01%

23.58%
2.68%

4.10%
.11%

7.82%

10.52% 9.83%

7.56%

0.96%



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

miSSion Statement:
Mainstay Housing works with people living with 

mental health and addiction issues who are deeply 
affected by poverty and provides them with housing, 

ongoing support and greater opportunity to be part 
of a community.

viSion Statement:
With stable housing as a foundation, everyone 

belongs – and has a bridge to a better life. 

We Believe:
Safe and affordable housing is a basic right and 

fundamental to the health and well-being of all people.

Stable housing and ongoing support helps people 
living with mental health and addiction issues 

demonstrate their skills and capabilities, gain greater 
confidence, and, achieve fuller ownership of their 

actions, decisions and future.

Responsive, and ongoing support promotes fuller 
engagement in the community.

Dynamic partnerships lead to innovation and change.


