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A home is more than just an address. Having a 
home makes it possible to access employment, 
enroll in school, and open a bank account.  
A home provides shelter, security, and a place 
to raise our families. All Canadians deserve a 
dignified place to call home.

– Canada’s National Housing Strategy, A Place to Call Home
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About Mainstay

Mainstay Housing is the single largest non-profit provider of supportive housing in 
Ontario with 41 residential locations across Toronto. We provide housing for people 
living with mental health and addiction issues. Singles, couples and families live 
independently, with some support, in about 750 of our units. Mainstay tenants also have 
a say in our organization. The 15-person Board of Directors is made up of tenants and 
community representatives. 

Permanent housing means our tenants have a place to call home. Evidence shows that 
being housed is the first and most critical step to a better life. With a safe, a�ordable 
base from which to grow, other life changes become possible.

About Mainstay Members 2017/2018

41 867 
residential
locations units

Tenants live in 41 residential locations, including 
105 units in 8 properties that are leased out to 
other groups. We provide rent supplements for 
an additional 117 units. 
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Message from the President

This past year has been full of energy for Mainstay, and for the broader 
social housing sector. Our strategic plan is now firmly in place and we 
are beginning to move forward with specific directions that put the plan 
into action. More broadly, several new initiatives in the housing sector are 
beginning to create unique opportunities for organizations like ours. 

2017/2018 was Gautam’s first full year as Executive Director, and I would 
like to thank him for his hard work and leadership, especially throughout 
the strategic planning process. Gautam has done an excellent job helping 
the Board think through our mission statement and strategic directions, 
with a keen eye to building more inclusive communities and ultimately, 
delivering high-quality housing for tenants. As we implement our key 
directions, I know that Gautam will continue to take a forward-thinking, 
strategic view. 

This past year, the Board paid special attention to our aim of 
transforming the tenant experience, both in terms of our properties 
and the services we provide. To help achieve this, our Housing Planning 
and Development Committee created a Building Standard that will help 
define what is necessary for a quality experience at Mainstay, and how 
we can deliver on that goal. We also continue to work on implementing 
the Quality Improvement Plan.

The launch of the federal government’s National Housing Strategy 
helped to put housing front and centre in 2018. Another encouraging 
announcement was the City of Toronto’s 10-year plan to create 18,000 
more supportive housing units. As these pieces begin to come together 
and create opportunity for Mainstay, we will continue to work together 
with our sector partners to finding innovative solutions to our challenges.

It has been a foundational year for Mainstay, and I think that we have laid 
the groundwork necessary to achieve our objectives over the next three 
years. I am looking forward to continued work with the Board, sta� and 
members throughout 2018 and 2019.

Sincerely, 

Drew Baillie
President 
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Message from the Executive Director

When I began at Mainstay in October 2016, our previous strategic plan 
was coming to a close and we needed a new strategy that would take 
a fresh look at our mission, vision and value statements. I am happy 
to report that the new plan is now complete and will serve as the 
foundation for all of our work over the next three years. Our new mission 
is to operate high-quality housing, support housing stability and create 
inclusive communities. Each of our strategic directions and objectives 
will guide us toward achieving this goal. 

Mainstay has 12 individual objectives to help achieve our strategic 
directions, each with a set of actionable items that sta� are working 
on now. Recent progress includes the approval of the new Building 
Standard to guide development and acquisition of assets. Other 
actionable items include developing a new tenant engagement 
framework and a new service model to improve on-site support. 

I agree with Drew that there is a lot of energy in the housing sector 
right now. In April 2018, the federal government and the Province of 
Ontario reached an agreement on the National Housing Strategy that 
will guide the investment of $4.2 billion in funding over the next several 
years. This represents an opportunity for Mainstay to expand our asset 
base and deliver even more high-quality housing. We will continue to 
engage with our partners on how best to put this strategy into action. 

In addition to my work with Mainstay, I am involved in the broader social 
housing sector through the Ontario Non-Profit Housing Association and 
with the Toronto Alliance to End Homelessness. As part of the Alliance’s 
steering committee, I am working to end the legacy of institutionalization 
and homelessness. I continue to look for opportunities where Mainstay 
can play a role in the work of groups like these. 

Looking forward to 2018 and 2019, there are many new initiatives on 
the horizon, including the Social Impact Bond initiative, which you can 
learn more about on page 18. I’m looking forward to the ongoing work 
of putting our strategic directions into action and building on this stable 
foundation for Mainstay for the years to come.

Sincerely, 

Gautam Mukherjee
Executive Director 
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Laying the Foundation:  
Putting the Strategic Plan into Action 

Mainstay’s Board approved a new Strategic Plan in the fall of 2017.  
The new Plan sets out a vision, mission, values and clear goals to guide  
the organization’s work through 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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Operate High Quality Housing 

Every person deserves a place to call home, and with a stable home base, 
people living with mental health issues, substance use and other challenges 
can flourish. When we talk about high quality housing, we are referring to both 
the quality of our physical assets, and the quality of the services we provide  
to tenants. 

In 2017 and 2018, Mainstay began important foundational work to improve 
the tenant experience by improving housing quality. This work included the 
beginning stages of implementing a new property management system that 
will help with work orders and critical reporting. This new software should 
be live within the next year. In addition, a lot of building improvement work is 
now underway, including HVAC improvements at several buildings to improve 
quality and e¤ciency, elevator modernization and fence installation. This work 
will improve the overall quality of Mainstay’s housing. 

Part of the work to improve housing quality is the development of a Building 
Standard. The Building Standard was developed by Mainstay’s Housing 
Planning and Development Committee, which is made up of Board members 
and community volunteers. Developed in April 2018, the Building Standard is 
a roadmap for our assets. It sets out guidelines that help the Board and sta� 
make decisions about building and purchasing new assets.

The Standard includes guidelines on:

• Accessibility  • Unit size 

• Location • On-site amenities 

• Safety and security • Independent living

• Environmental sustainability • Community inclusivity  

• Sustainability 

Some of the funding needed to repair and renew Mainstay’s buildings and 
to fund our development plan could come from the multi-billion-dollar 
National Housing Co-Investment Fund (NHCF), launched by the federal 
government under Canada’s National Housing Strategy. Through the 
NHCF, the Government of Canada will work with partners to create new 
a�ordable housing units and repair existing units. Mainstay looks forward to 
the availability of funding through the NHCF as a part of our larger goal of 
improving housing quality.
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Support Housing Stability 

Home is more than just a roof over one’s head. Mainstay supports housing stability by 
providing services that help tenants move from instability to stability. Our supportive 
housing workers deliver onsite support in our residential buildings and engage with 
tenants individually and in groups. Services provided include:

•  Direct housing support that is integrated with clinical support services 
provided by partner agencies. This includes helping tenants develop the skills 
they need to reduce crises, create a home, achieve successful tenancy, and 
develop a foundation for wellness. 

 •  Mental health and addiction counselling, including supportive counselling, needs 
assessment and referrals to partner agencies, and community support services. 
Complex issues such as poverty, stigma, addiction, trauma, social isolation and 
the impact of homelessness require special support and guidance.

 •  Helping tenants build the knowledge, tools and skills required to build 
capacity, mentor and support each other and increase the sense of community 
and belonging. Many activities are o�ered within residential buildings and 
across the organization that support tenant involvement at a level that they 
are comfortable with, including monthly building-based tenant meetings, 
gardening clubs and advisory committees. 

Create Inclusive Communities 

Mainstay’s tenant communities are increasingly diverse, and creating a sense of cohesion 
while supporting the integration of new people into our communities is one of our most 
critical roles. Being part of a community means feeling connected and included within an 
individual building or complex as well as being able to access resources that contribute 
to a sense of belonging in the broader community. With a solid base, Mainstay can help 
provide the building blocks to creating strong, inclusive communities.
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Social
Activities

751
events

37
events

92
participants

261
meetings

36
events

672
events

Annual General 
Meeting

Food
programs

Community 
Gardening

Education/Information 
Sessions

Monthly Building 
Meetings

Participation in Community 
Development Activities 2017/2018
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Moving Forward with Strategic Directions

Progress in 2017 and 2018

Through the strategic planning process, Mainstay developed three new directions, with 
specific objectives. Each objective has individual action items that are now in-progress. 
Mainstay is working to achieve the Plan’s objectives by the end of 2020.

Below is a detailed list of the strategic objectives underway. 

Strategic Direction 1 

Improve the Quality of the Mainstay Tenant Experience  

Objectives:

1. Improve responsiveness and engagement with tenants

 2.  Develop and implement a new service model to improve on-site supports and 
help people experiencing homelessness access Mainstay

 3.  Develop service standards which reflect the new service model and integrate 
all aspects of Mainstay operations

 4.  Implement a quality improvement strategy to achieve high performance 
against the new standards

Our Progress:

 >  Focus groups following up on results of the Community and Belonging Survey 
are underway. 

 >  We are currently recruiting members for a Tenant Advisory Committee, which 
will help develop a new tenant engagement framework and other key initiatives.

 >  Developed a new policy to govern email communication with tenants.  

 >  Implemented a new performance measurement system as part of the objective 
to implement a new quality improvement strategy. 
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Strategic Direction 2 

Secure our Foundation

Objectives:

1. Develop and implement an asset management plan

 2. Seek and advocate for new a�ordable housing development funding

 3.  Develop and implement a human resources strategy to support 
achievement of our strategic plan

 4.  Design and implement a risk management framework

 5.  Implement new corporate systems and processes to mitigate risks, achieve 
e¤ciencies, reduce costs, and improve the tenant experience

Our Progress:

 >  Developed several parts of the asset management plan, including built 
form standards.

 >  Responded to several opportunities to develop land and/or take over 
existing buildings.

 > Updated our investment policy. 

 > Participated in the Toronto Alliance to End Homelessness.

Strategic Direction 3

Implement Innovative Housing Solutions

Objectives:

1.  Position Mainstay to develop new housing that integrates current a�ordable 
housing models and best practice homelessness interventions 

 2.  Position Mainstay to leverage our rent supplements to expand our asset base

 3.  Expand our Homeless Housing Stability program with funding from a social 
impact bond 

Our Progress:

 > Developed business cases and financial plans for three expansion opportunities. 

 >  Continue to collaborate with the broader non-profit housing sector on 
development opportunities. 

 >  Developed our Social Impact Bond (SIB) to the point of being market-ready. 
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Improving the Quality of the Mainstay 
Tenant Experience 

The Quality Improvement Plan

The Quality Committee develops an annual Quality Improvement Plan outlining 
key steps to improve the services we provide to tenant members. In 2017 and 
2018, Mainstay worked in collaboration with Ryerson University to complete a 
factor analysis of the Community and Belonging Project survey results and identify 
common themes. The themes and concepts that will drive the Quality Improvement 
Plan going forward are: tenant engagement, tenant experience, tenant involvement 
in decision making, respect by Mainstay sta� and tenant sense of voice. 

The Plan now focuses on two quality priorities to be achieved by December 31, 2020:

1. Improve the tenant housing experience by:
•  Increasing the percentage of tenants who rate their building as safe 

from 55% to 75%

 •  Increasing our responsiveness to tenant complaints and requests for 
maintenance

 •  Increasing the percentage of tenants involved in decisions about their 
housing experience from 22% to 50%

2. Enhance tenant perception of community and belonging by:
•  Increasing the percentage of tenants who achieve more than 75% of 

their personal goals by their target date

 •  Increasing tenant engagement with Mainstay

 •  Reducing repetitive emergency department visits for tenants in the 
Homeless to Homes, Veterans Housing and Support, and Addictions 
Rent Supplement Programs 
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Next year, we will be able to report on our progress using the new  

Quality Improvement Dashboard, which includes new quality indicators:

Dimension Indicator

Safe -  Number of critical tenant incidents  

-  Percentage of occupied units inspected during the year

-  Number of unique units inspected during the year at 4+ on the hoarding scale

-  Average quarterly hoarding score (of annual cohorts)

E�ective -  Percentage of tenants in specialized programs achieving more than  
75% of their goals by target date  

-  Percentage of tenants without external case management support achieving  
more than 75% of their service goals by target date 

-  Percentage of buildings that achieve a cleanliness score of 85% or more

Tenant 
Centered 

-  Number of complaints tenant members placed to management

- Percentage of complaints resolved within a designated timeframe 

- Percentage of complaints resulting in change by Mainstay

- Percentage of tenants who feel engaged within Mainstay 

-  Percentage of buildings with monthly tenant meetings (Regular, HPI, and VAC 
program)

-  Percentage of unique tenants attending the monthly tenants meetings  
(Regular, HPI, and VAC program)

E�cient -  Number of emergency department visits for tenants in specialized programs

-  Percentage of tenants in specialized programs linked to primary care

-  Percentage of tenants in general program linked to primary care 

“My time with the Excellence through Quality Improvement Project (E-QIP) 
Committee was valuable in that it a�orded me the opportunity to share my 
experiences and voice my opinions as a Mainstay tenant about future improvements. 

As well, I feel that the views and experiences shared by the sta� members on 
the committee have broadened my understanding and appreciation for the daily 
operations of the organization. I believe this will make my own dealings with sta� 
more e�cient, and I can further share this with other tenants who may express 
confusion or frustration. 

I understand the E-QIP system and I am confident that it will be a great tool in 
achieving Mainstay’s stated Excellence in Quality Improvement goal.”
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Update on the Community and Belonging Project

The Community and Belonging Project was born out of Mainstay’s previous 
strategic plan (2012-2017). The goal is to work with tenant members to develop 
and implement a tool to measure how tenant members experience community 
and belonging within Mainstay and outside of Mainstay. Knowledge gleaned from 
the survey results will increase Mainstay’s understanding of the e�ectiveness 
of our service model and inform our quality improvement agenda. The Project 
unfolded in four phases:

Phase 1: Project development

Phase 2: Survey implementation 

Phase 3: Survey interpretation

Phase 4:  Development and implementation of pilot projects based 
on our learnings from the survey results and focus groups

The tenant survey was implemented as part of phase two and rolled out to members 
beginning in December 2016. It received a 43% response rate. Phase three was 
completed in 2017 with in-depth analysis of survey results. The results indicated that 
there is still more to learn about how our tenant members define their experience 
of community and belonging. We are currently conducting focus group discussions 
with small groups of tenants to learn more about how tenants interact with Mainstay, 
and each other, whether they value this participation, and if not, how we can work 
together to improve their sense of community and belonging. 

We identified areas of discussion based on analysis of the survey responses and 
analysis. The areas include: acceptance in the community, involvement in decision 
making, engagement within Mainstay and safety in the building. 
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Update on the Aging in Place Project 

More than 70% of Mainstay tenants are 45 years old or older. As our population 
ages, we will need to invest more resources to support our tenants so that they can 
successfully live in their homes. In response, Mainstay initiated and led the Aging 
in Place project, a multi-sector collaboration between organizations that provide 
community and housing support and people that use mental health and addiction 
services. The project will help give service providers special knowledge and tools to 
respond to the growing need for support for tenants to be able to continue to live 
where they are while they age. 

In 2017, the focus was on research. The working group created and administered a 
sta� survey and a client survey to gather information for our final report. 
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Snapshot of results from the client survey:

Health Issues Socioeconomic Issues
Chronic physical health issues

Mental health issues

Physical disability

Mental health and addiction issues

Addiction issues

Cognitive/neurological/brain injuries

Dual diagnosis

21 - 30

31 - 40

41 - 50

51 - 60

61 - 70

71 - 80

Low income/poverty/unemployment

Social isolation

Finding appropriate housing

Cultural and language barriers

Maintaining housing

Elder abuse 
(inside the home and outside the home)

Involvement with the criminal justice system

Primary Health Care 
(i.e. Family doctor or nurse practitioner)
Mental health and addictions supports 

(i.e. ACTT, Case Management)
Home care services

Dental Care

Financial

Appropriate housing

Food Security Services

Accessible Housing

Family Support

Transportation

Community Centers (i.e. Day programs, drop ins)

Social Supports (friendly visitors)

Long wait lists

Mental health and addiction supports

Navigating complex 
systems/resources

Weekends or evenings services

Accessibility issues 
(i.e. wheelchair, hearing etc.)

Standardize assessment

Long wait lists

Poverty/low income

Maintenance and management in housing

Supports for socio-emotional needs 

Weekends or evenings services

Culture speci�c services 
(i.e. newcomers, indigenous people)

Technology de�cit

*What is your prevalent health and socioeconomic issue related to aging?

What age range did complex needs related to aging start to appear in life?

*Rank the following health and socioeconomic related services you access to address your aging in place needs: 

*What do you see as gaps in health and socioeconomic services for people who are aging in place?

* Participants ranked their responses from most to least prevalent. 

8%

13%

25%

38%

6.0 6.0
5.3

5.0

4.8
4.7

3.4

2.8

5.8

5.2

4.5

4.3

4.2
3.8

3.3 5.6

5.5

5.4

5.4

5.3

5.2

4.2
4.1

5.2

4.8

4.2

4.1

3.8

3.2

3.0

3.2

4.9

3.9

3.6

3.5

2.9

2.3

2.2

2.2

12%

4%

Health Issues Socioeconomic Issues

Health Issues Socioeconomic Issues

Age
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Looking Forward to 2018/2019 

With our new strategic plan underway, there are many action items planned for 
2018 and 2019 that touch on all three strategic directions, including: 

• Making it easier to register, track and report on complaints and feedback

 •  Increasing responsiveness to tenant enquiries about status of tenant 
accounts and maintenance issues

 • Developing a new website 

 •  Developing a new tenant support model that features regular on-site 
support services

 •  Implementing asset management software to be better able to project 
capital needs and adequacy of reserve funds

 •  Implementing a human resources and communications strategy to 
engage tenants, sta� and other stakeholders

 • Developing a risk management framework

 •  Continue responding to opportunities to deliver a�ordable housing 

Social Impact Bond Program 

We have an exciting new initiative that we will share more about in 2018: The Social 
Impact Bond (SIB). The SIB is part of our strategic direction to implement innovative 
housing solutions.

Social Impact Bonds are a social policy tool that bring together di�erent groups, 
including governments, investors and service providers, to create solutions to some 
of the toughest challenges facing our communities. Private investment is sought to 
finance interventions that are delivered by social service providers with proven track 
records. If the agreed-upon outcomes are achieved, the investors receive financial 
returns out of the savings realized by government. 

Mainstay’s proposed Social Impact Bond program is aimed at one of the most 
marginalized and disadvantaged groups in Toronto: the chronically homeless. The 
goal is to provide housing and long-term stability to over 100 individuals struggling 
with mental illness and who have been living rough or in shelters for many years. 
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Anticipated benefits:

• Improve housing stability and quality of life for all SIB participants. 

 • Improve access to public services and benefits. 

 • Improve mental and physical health. 

 • Reduce use of emergency health care services. 

 • Reduce contact with the criminal justice system.

 • Reduce the use of emergency shelters. 

Mainstay is a trusted service provider with a proven track record of supporting 
individuals into stable housing and bridging them toward a better life for the long 
term. The Social Impact Bond is an exciting new initiative for us, which we expect 
will help us achieve better outcomes for more people. 

The Social Impact Bond is market-ready. Once the Agreement between Mainstay 
and the Ministry of Health and Long-Term Care is finalized, we can begin to engage 
investors. We look forward to sharing more information about this initiative in 2018 
and 2019. 
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Board of Directors 

Drew Baillie
(President)

Selvin Williams  
(Vice-President) 

Peggy Mooney  
(Treasurer)

Gautam Mukherjee
(Executive Director) 

 

Deborah Egan Leslie Gash Michael Higgs Carole King Janice Lin  

Alana Rom Lisa Rotstein Linda Russell Gord Singer  Monica So 

Missing Board Members: Halina Dekker and Marko Trivun
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Financials

STATEMENT OF OPERATIONS
For the year ended March 31 2018

Revenue 2018 2017

Tenant rent $ 2,913,003  $ 2,848,464 
MOHLTC funding 10,353,954  10,268,336 
TCLHIN funding 1,028,555  1,028,555 
City of Toronto funding 274,200  296,547 
Social Impact Bond pilot program grant 300,000  –
Other grants and fee for services 480,060  480,060 
Investment and other income  357,750  319,328 
Donations 11,546  31,690 

 $ 15,719,068  $ 15,272,980

Expenses 2018 2017

Asset related $ 7,581,615  $ 7,707,272 
Building operations 1,803,287  1,945,950 
Administration 723,221  653,982 
Salaries and benefits 3,719,654  3,781,734 
Social Impact Bond pilot program costs 305,180  –
Rent supplement 909,226  847,546 
Rent supplement support costs 578,935  567,962 
Tenant education 9,053  5,127 

 $ 15,630,171  $ 15,509,573

Surplus (deficiency)  $ 88,897  $ (236,593)

CAPITAL PLAN AND BUDGET

We invested $874,688 in property improvements, which included work on building 
safety, plumbing, water, HVAC and building exteriors. 

Audited Statements available upon request.



Coordinated Care Planning: a snapshot

Mr. B was surprised in 2014 when his landlord informed him that they planned 
on renovating the basement where he lived. They re-rented it for a higher 
amount. Mr. B was worried. He didn’t know where he was going to find a place 
to live that was clean, safe and reasonably priced. Then he heard about the 
`Supporting Veterans’ in Housing’ program at Mainstay Housing and things 
began to change. 

Three years later, Mr. B still recalls his first visit of the house that eventually 
became his home, sharing his enthusiasm of being part of a group of men who 
had all served in the Canadian Military. “I felt completely at home once  
I measured my room and finally moved in,” smiled Mr. B. 

Once settled in, Mr. B worked with his Mainstay Supportive Housing Worker, 
Michael Binful, and with his case manager at Veterans A�airs Canada, to create 
a Coordinated Care Plan.

Coordinated care planning provides tenants who live with complex health issues 
with integrated health care in their community. This innovative approach brings 
together health care providers and supports in the community to better and 
more quickly coordinate care for higher needs tenants.

Mr. B was diagnosed with a neuro-muscular disease called Geillian-Barre 
syndrome eight years ago and through the ongoing support of his circle of care 
planning, Mr. B says he is doing well. “My legs and knees get rubbery sometimes, 
but I can get around well enough with a cane with the rubber bottom.” 

Over the last couple of years, Mr. B has been able to address his health care 
goals. “I just received a letter the other day stating I need to go see my 
optometrist for my yearly checkup,” said Mr. B. Having a coordinated care 
plan with a circle of care is key. “I get my monthly tests at the lab and my 
medication at the pharmacy, all located in the same building, near my doctor’s 
o¤ce.” His circle of care includes a family doctor, neurologist, pharmacist, 
medical lab technician, dentist, optometrist and his support workers. “Bringing 
health care providers and supports together is what Coordinated Care is all 
about,” says Kimberley Ellsworth, a manager in the Tenant Members Services 
department at Mainstay Housing. “For tenants who are aging in place, 
coordinated care planning can support tenant members to live independently 
for as long as they wish.” 



MAINSTAY ANNUAL REPORT 2017-2018    23

Supported by: 

Ministry of Health 
and Long Term Care

Ministry of Health 
and Long Term Care
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