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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 1 

Approval Date: Revised Date:  

Title: INTRODUCTION 

Activity Area: Co-ordinated Access 

The Regional Municipality of Waterloo is the owner of approximately 2,560 affordable 
housing units, and oversees the administration of an additional 5,500 Co-operative and 
Non-Profit housing units. A further 400 to 500 housing units are under contract with 
private landlords. 
When all of the publicly funded units are combined, the Region of Waterloo has a direct 
interest in housing approximately 20,000 people, or almost 5% of the Region’s total 
population. 
In order to ensure that applications for publicly funded housing units are treated 
consistently (in accordance with applicable legislation, policies and procedures), this 
administrative guide has been developed as a tool for housing providers and “Access 
Sites” (i.e. other places where people can apply) to support and accommodate 
households drawn from the Region’s centralized waiting list for housing. 
This guide has been developed to assist Access Sites and housing providers in 
performing and understanding the co-ordinated access requirements identified in the 
Social Housing Reform Act, related regulations, and newly established policies and 
procedures in the Regional Municipality of Waterloo. 
In 1992, the Waterloo Region Housing Coalition, a local housing group made up of 
representatives from different housing sectors, launched a pilot project to look at 
improving public access to Rent Geared-To-Income (RGI) or assisted housing in the 
Region of Waterloo. As a result of this pilot project, a steering committee was struck to 
look at the idea of establishing a local, coordinated system for applicants to access 
information and/or apply for RGI housing. In 1996, the group submitted a proposal to 
the Ministry of Housing, providing an overview of the proposed system. The system 
which evolved from this proposal was subsequently named the “Region of Waterloo Co-
ordinated Access System” (ROWCAS), which is the Region of Waterloo’s largest 
publicly managed waiting list, and now includes 34 Non-Profit and Co-operative housing 
providers. 
In December 2000, the Province of Ontario proclaimed the Social Housing Reform 
Act (also referred to throughout this guide as the “SHRA” or the “Act”), to shift 
responsibility for publicly funded housing from the Provincial to the municipal level. The 
Act and its related regulations established a new operating framework, including the 
administration of co-ordinated access and the new centralized waiting list. The Regional 
Municipality of Waterloo was also made one of 47 service managers across Ontario, 
responsible for administering the transferred housing programs. 
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On October 1, 2001, in accordance with the Act, the Region of Waterloo took on the 
administration of approximately 5,500 transferred Non-Profit and Co-operative housing 
units. The Housing Division of the Planning, Housing and Community Services 
Department currently fund and administer these programs, and are responsible for 
ensuring adherence to the Provincial legislation, including establishing any local policies 
and procedures. 
The Act gave some flexibility to the Region of Waterloo to determine who should be 
responsible for managing access functions, including administration of the centralized 
waiting list as required under the new legislation. In December 2000, the Region 
established a consultation process with social housing providers and other social 
service agencies to review the new requirements develop a new data base for the 
centralized waiting list and establish local policies and procedures. 
Following the consultation process, Regional staff assumed responsibility for the overall 
administration of co-ordinated access and its related functions. The Region further 
provided for receipt of applications to continue through both Regional offices and 
through Access Sites. 
In order to enable Access Sites to continue performing these functions, and for housing 
providers to continue the selection of applicants from the centralized waiting list, the Act 
required a signed Service Agreement be established between the Region and these 
providers. Separate agreements were implemented for the Access Site and housing 
providers. 
In signing these agreements, Access Sites and housing providers agreed to perform 
their duties in accordance with the Social Housing Reform Act, its related regulations 
and the Region of Waterloo’s associated policies and procedures. Where an Access 
Site or housing provider fails to perform their duties accordingly, there are provisions in 
the agreement that allow for termination of the agreement with proper notice, and the 
re-assignment of these duties elsewhere. 
References to the Act, its related regulations and other Region of Waterloo policies 
and/or procedures are used throughout this guide. References to policies or procedures 
made throughout the guide will appear in bold italics, e.g. (See Section 5.2 - 
Residency Requirements), whereas references to the Act, provided to support a policy 
section of the guide, will appear at the end of the page of each policy section, in the 
following format: 

See Also: O.Reg. 339/01 Sec. 18 

Currently in the Region of Waterloo, there are approximately 4,000 households on the 
Region of Waterloo Co-ordinated Access System (ROWCAS) waiting list, looking for 
Rent Geared-To-Income (RGI) or assisted rental housing. The households are on 
waiting lists for a variety of housing programs currently administered by the Region of 
Waterloo, including Non-Profits, Co-operatives, Regionally owned housing and units 
funded through the rent supplement program. These programs, which participate in the 
ROWCAS, are all programs formerly funded and administered by the Province of 
Ontario. 
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In addition to the former Provincial programs, the Region of Waterloo also administers 
Non-Profit housing programs formerly funded and administered by the Canada 
Mortgage and Housing Corporation (CMHC). Some of these programs receive funding 
under the Ontario Community Housing Assistance Program (OCHAP) or Community 
Sponsored Housing Program (CSHP) rent supplement programs. Those units, for which 
the rent supplement funding is received, are also required to participate in the co-
ordinated access system. 
The guide has been structured into distinct sections, each addressing a specific subject 
area. Each sub-section within the guide is formatted to be self-contained, and to enable 
easy replacement when changes or updates are provided, subject to provincial change 
regulatory changes. 
Updates - When updates or changes to this guide occur, the Region of Waterloo will 
provide copies of all revised sections or sub-sections of the guide directly to housing 
providers and Access Sites. The complete guide, in addition to all revised sections, will 
be available in electronic format on the Region of Waterloo’s web site at:

www.regionofwaterloo.ca 
Questions? Comments? - Please contact: 

Supervisor, Access & Income Testing  
Region of Waterloo 

Community Housing Access Centre 
235 King Street East, 6th Floor 

Kitchener ON N2G 4N5 
Tel: (519)575-4833 Fax: (519) 893-8648 

e-mail: wrcas@region.waterloo.on.ca 
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 2 

Approval Date: Revised Date: 

Title: CONFIDENTIALITY/FREEDOM OF INFORMATION 

Activity Area: Co-ordinated Access 

In order to apply for Rent Geared-to-Income (RGI) assisted housing, applicants are 
required to complete an application form and provide a range of information that 
enables the Region of Waterloo Co-ordinated Access System to assess each applicant 
household’s eligibility in accordance with the provincial requirements of the Social 
Housing Reform Act and its related regulations. 
In developing the common application form, which allows applicants to complete a 
single application form for all programs required to participate in co-ordinated access, 
consideration was given to the type and volume of information being requested. 
Due to the confidential nature of the information collected about households through the 
application process, all reasonable caution must be taken to ensure the privacy of 
applicants and that only information required to verify an applicant’s basic eligibility, unit 
size required and eligibility for Special Priority, Urgent Status or Special Needs housing 
is collected. 
In order to ensure that applicants are fully aware of the reason for the collection of the 
information and how the information will be used by Regional staff, Access Sites and 
participating housing providers, all applicants are required to sign a declaration and 
consent on the application form. The declaration is the applicant’s assurance that the 
information provided is true and accurate; the consent is the applicant’s 
acknowledgement of the purpose for the collection of the information and permission for 
the information to be shared for the purposes identified. 
All members of the applicant household who are 16 years of age or older are required to 
sign the declaration and consent section of the application, or have it signed on their 
behalf by a designate as identified in the provincial regulations – See Section 6 (6) of 
Ontario Regulation 298/01. 
All information collected through the application process is done in accordance with the 
Social Housing Reform Act, 2000 (Sections 162 – 166), its related regulations, the 
Freedom of Information and Privacy Act and the Municipal Freedom of 
Information and Protection of Privacy Act. 
All information collected for each applicant household is contained in an individual 
household file. Applicant files are currently stored at Waterloo Region Housing’s office 
at 201- 385 Fairway Road South, Kitchener. These files can be viewed by applicants 
during normal business hours with 24 hours notification provided. Applicant files contain 
the original application form and any accompanying forms or documents. (See Section 
7.7 - Record Keeping)
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 3 

Approval Date: Revised Date: 

Title: CO-ORDINATED ACCESS ROLES AND RESPONSIBILITIES 

Activity Area: Co-ordinated Access 

3.1 Access Site Roles & Responsibilities 
3.2 Housing Provider Roles & Responsibilities 
3.3 Regional Staff Roles & Responsibilities 
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 3 Policy 3.1 

Approval Date: Revised Date: 

Title: ACCESS SITE ROLES AND RESPONSIBILITIES 

Activity Area: Co-ordinated Access 

The current structure of the Region of Waterloo Co-ordinated Access System is 
designed to make the application process as accessible and user friendly as possible 
for applicants. Adopted from the structure implemented by the former Co-ordinated 
Access Interim Steering Committee of the Waterloo Region Housing Coalition in 1998, 
the multi-windowed access model permits applicants to be served from a number of 
locations throughout the Region. 
The Access Sites, established in 1998, continue to function in a similar capacity, with 
new administrative responsibilities added when the Region’s Lotus Notes electronic 
waiting list system was implemented in December 2001. 
The Access Sites are responsible for most of the tasks involved in the ongoing daily 
management of the Lotus Notes waiting list system. Some of the tasks performed by 
these sites include: 

• Receipt and assessment of applications for completeness and eligibility 
• Assessment of requests for Special Priority, Terminally Ill Priority, Urgent status 

or Market to RGI (Community Housing Access Centre (CHAC) only) 
• Assignment of Special Priority, Terminally Ill Priority, Urgent status or Market to 

RGI for applicants who are eligible and meet the criteria. (CHAC only) 
• Notify a household as to whether their application for RGI assisted housing is 

complete and/or whether they are eligible for placement on the centralized 
waiting list 

• Enter completed applications into the ROWCAS data base 
• Forward completed applications and related documentation to the centralized file 

site (CHAC) 
• Receive and process updated applicant information 
• Provide information about subsidized housing available in the Region of Waterloo 

The responsibilities assumed by the Access Sites are delegated to them through a 
signed Service Agreement between the site and the Region of Waterloo. All of the 
Access Sites receive some financial compensation from the Region to offset some of 
the additional costs of operating as an Access Site. 
(See Section 12.1 for a listing of the ROWCAS Access Sites and their locations) 
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 3 Policy 3.2 

Approval Date: Revised Date: 

Title: PROVIDER ROLES AND RESPONSIBILITIES 

Activity Area: Co-ordinated Access 

Despite the introduction of the Social Housing Reform Act, 2000 and its related 
regulations, which effectively replaced the former provincial operating agreements, the 
roles and responsibilities of individual housing providers have not substantially changed. 
On October 1, 2001, the official transfer date of social housing administration to the 
Region of Waterloo, the new operating framework detailed in the Act and regulations 
became effective. 
Under the new operating framework, housing providers retained ownership of their 
properties and continue to be responsible for the day-to-day administration of their 
housing programs. While the new legislation gave the flexibility to the Service 
Managers, such as the Region of Waterloo, to assign the responsibility for access 
related functions, the Region chose to leave these responsibilities with housing 
providers. 
In order to enable providers to continue performing the access functions, including 
selecting applicants from the centralized waiting list, the Act required the delegation of 
these responsibilities back to housing providers by means of a signed agreement. 
These agreements were established to ensure that housing providers are performing all 
access-related functions in accordance with the Act, its related regulations, as well as 
any regionally established policies or procedures. 
When a housing provider has determined that it no longer wishes to continue 
performing the functions delegated to it through the service agreement, it must provide 
the requisite notice to the Region of Waterloo who will undertake to assign these 
functions to another provider or Regional staff. 
As outlined in Section 3.1 – Access Site Roles & Responsibilities, some housing 
providers have taken on the additional role of Access Sites on behalf of the Region of 
Waterloo Co-ordinated Access System. Housing providers, who are not acting as 
Access Sites, will not be permitted to perform any of the functions assigned to the 
Access Sites, including assessing applicants for eligibility for placement on the 
centralized waiting list. Housing providers not acting as Access Sites will see the 
notation “Intentionally Deleted” replacing all paragraphs in their agreement relating to 
Access Site only functions. 
Housing providers are responsible for educating themselves and their Boards on the 
new requirements and future changes. It is intended that this guide will assist in 
providing some education around both the new legislative requirements and any local 
policies that have been developed relating to access issues. Housing providers are also 
required to select applicant households from the centralized waiting list in accordance 
with these requirements and local policies and procedures. 
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Housing providers play a key but indirect role in managing the centralized waiting list as 
well, by reporting the outcomes of all offers made to applicants on the waiting list. By 
reporting refusals, acceptance of units and applicants who can no longer be contacted 
at the phone number or addresses showing on their application, providers are assisting 
Region of Waterloo Co-ordinated Access System to ensure applicant information 
remains current and up-to-date. 
Housing providers will not be required to conduct Internal Reviews for applicants to the 
ROWCAS, as these reviews will be handled by the Waterloo Region Community 
Housing Advisory Committee’s (WRCHAC) Co-ordinated Access & Income Testing 
Sub-committee. 
(See Section 12.4 – WRCHAC – Co-ordinated Access and Income Testing Sub-
committee Terms of Reference)
Housing providers will also have the opportunity to get up-to-date information on 
administrative issues relating to social housing and participate in an ongoing 
consultation process regarding access issues through WRCHAC. As indicated in the 
Terms of Reference noted above, the Access and Income Testing Sub-committee will 
assume responsibility for the review and establishment of policies and procedures 
relating to access issues. Housing providers are encouraged to attend meetings and 
continue providing the valuable input that to date has shaped most of the Region of 
Waterloo’s co-ordinated access policy decisions. 
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 3 Policy 3.3 

Approval Date: Revised Date: 

Title: REGIONAL STAFF ROLES AND RESPONSIBILITIES 

Activity Area: Co-ordinated Access 

The administration of the transferred Social Housing Programs lies directly with the 
Housing Division of the Planning, Housing and Community Services Department. The 
various staff roles that comprise the Housing Division all have distinct roles in 
overseeing the ongoing administration of the transferred housing programs. 
The Supervisor, Access & Income Testing plays the most direct role in overseeing the 
administration of the Region of Waterloo Co-ordinated Access System and access 
related policy development. The Supervisor, Access and Income Testing works in 
conjunction with the two Housing Coordinators to monitor compliance with the Act, its 
regulations, the service agreements and all local policies and procedures. 
The Supervisor, Access & Income Testing also serves as the Chair of WRCHAC's Co-
ordinated Access & Income Testing Sub-committee. 
The Supervisor, Access and Income Testing is, directly accountable to the Housing 
Programs Manager who is accountable to the Director of Housing and Commissioner of 
Planning, Housing and Community Services. 
All access related policy development will be brought forward to the sub-committee 
noted above. Any recommendations put forth by the sub-committee will go to WRCHAC 
and if endorsed at this level, will then move on to Regional council through the 
Community Services Committee as required. 
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 4 

Approval Date: Revised Date: 

Title: HOUSING INFORMATION 

Activity Area: Co-ordinated Access 

4.1 Information Requirements 
4.2 Housing Catalogue 
4.3 ROWCAS Forms 
4.4 Provider Policies 
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 4 Policy 4.1 

Approval Date: Revised Date: 

Title: INFORMATION REQUIREMENTS 

Activity Area: Co-ordinated Access 

In accordance with the current housing legislation, the Region of Waterloo is 
responsible for ensuring the following information relating to access to Rent Geared-To-
Income (RGI) housing is made available to the general public by all social housing 
providers being administered by the Region: 

Requirement
A list of all social housing projects within the 
Region of Waterloo, the housing providers 
operating them and the project’s mandate
Information on how to apply for RGI 
assistance

The eligibility criteria for RGI assistance
The requirements for qualifying for Special 
Priority

Information about the local occupancy 
standards
Any requirements relating to waiting lists
The geographic areas used for the 
centralized waiting list
The rules relating to a transfer from one 
housing provider to another
Decisions that can be reviewed through the 
Internal Review process
A list of any alternative housing providers in 
the Region of Waterloo and information 
about their mandates
A list of all special needs housing in the 
Region of Waterloo, the housing providers 
operating them and the type of services 
offered
Information about how to apply for Special 
Needs Housing and the eligibility criteria

Source of Information
ROWCAS Housing Catalogue

ROWCAS Brochure – “Finding Community 
Housing in Waterloo Region”, Region’s web 
site, ROWCAS Application Form
ROWCAS Application Form
ROWCAS Application Form, “Request for 
Special Priority” form, “Verification 
Declaration for Special Priority” form
Co-ordinated Access Administrative Guide

Co-ordinated Access Administrative Guide
ROWCAS Application Form – Building 
Selection pages
Co-ordinated Access Administrative Guide

Co-ordinated Access Administrative Guide

ROWCAS Housing Catalogue, ROWCAS 
Application form

ROWCAS Housing Catalogue, ROWCAS 
Application Form

Co-ordinated Access Administrative Guide

In addition to the above noted information requirements, housing providers must 
additionally provide the following: 

• The provider’s policies and procedures for internal transfers
• The housing provider’s procedures for internal reviews

Housing providers are required to allow members of the public to make photocopies of 
any of the above information at the cost of the person requesting the information. 
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 4 Policy 4.2 

Approval Date: Revised Date: 

Title: HOUSING CATALOGUE 

Activity Area: Co-ordinated Access 

The Region of Waterloo Co-ordinated Access System’s housing catalogue can be 
accessed on the Region’s website at: www.regionofwaterloo.ca/housing
To report changes or updates to information included in the catalogue, please contact 
the Community Housing Access Centre at chac@regiofofwaterloo.ca. 
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 4 Policy 4.3 

Approval Date: Revised Date:
December 6/11

Title: ROWCAS FORMS 

Activity Area: Co-ordinated Access 

The following is a list of all the ROWCAS forms, brochures, lists and standard letters 
developed for use by the Region of Waterloo Coordinated Access System. 
Forms:

• ROWCAS F001 - Application Form 
• ROWCAS F002 - Applicant Eligibility Assessment Form 
• ROWCAS F003 - Applicant Information Update Form 
• ROWCAS F004 - Declaration of Intent to Sell Property 
• ROWCAS F005 - Declaration of No Arrears Owed to a Social Housing Provider 
• ROWCAS F006 - Outcome of Offer Form 
• ROWCAS F007 - Request for Special Priority Status Form 
• ROWCAS F008 - Verification Declaration for Special Priority Status Form 
• ROWCAS F009 - Request for Urgent Status Form 
• ROWCAS F010 - Verification Declaration for Urgent Status Form 
• ROWCAS F011 – Request for Review Form 
• ROWCAS F012 – Request to Backdate Application Form 

Lists:
• ROWCAS L001 - Access Site List 
• ROWCAS L002 - Non-Profit and Co-operative Housing in Kitchener-Waterloo 
• ROWCAS L003 - Other Co-operative and Non-Profit Housing in Waterloo Region 

(Blue) 

All of the above listed information is available either on the Region’s website at 
www.regionofwaterloo.ca/housing or by request from the Community Housing Access 
Centre at chac@regionofwaterloo.ca. 
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 4 Policy 4.4 

Approval Date: Revised Date:

Title: PROVIDER POLICIES 

Activity Area: Co-ordinated Access 

In accordance with the Social Housing Reform Act and O.Reg 339/01, social housing 
providers governed by the Act are required to establish the following policies and 
provide copies to the Region of Waterloo:

• Internal Transfer Policy 
• Guest / Visitor Policy 
• Internal Review Process 

Where housing providers do not have policies in place or intend to make revisions to 
policies already provided to the Region, please forward any new or revised policies to 
the Region’s Supervisor, Access & Income Testing once the policies have been 
approved by the Board of Directors. 
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 5 

Approval Date: Revised Date:

Title: OPERATING POLICIES AND PROCEDURES 

Activity Area: Co-ordinated Access 

5.1 Eligibility Requirements (Revised: Dec 6/11) 
5.2 Residency Requirements 
5.3 Age & Ability to Live Independently (Revised: Dec 11/07) 
5.4 Social Housing Arrears (Revised: Dec 6/11) 

5.5 Misrepresentation of Income (Revised: Dec 6/11)   
5.6 Divestment of Residential Property (Revised: Dec 6/11) 
5.7 Extension on Divestment of Residential Property 
5.8 Occupancy Standards (Revised: Nov. 27/12) 
5.9 Exceptions to Occupancy Standards (Revised: Nov. 27/12) 
5.10 Special Needs Applicants (Revised: Dec 6/11) 

5.11 Alternative Housing (Revised: Dec 6/11) 
5.12 Special Priority for Victims of Domestic Violence 
5.13 Urgent Status (Revised: June 23/05) 
5.14 Market Social Housing Residents requesting RGI assistance 

(Revised: Nov. 27/12) 
5.15 External Transfer Requests (Revised: Dec 6/11) 
5.16 Reporting Changes in Applicant Information  

(Revised: Nov. 27/12)
5.17 RGI Households That No Longer Meet Provider’s Mandate 

(New: Feb 28/03) 
5.18 Terminally Ill Priority (New: June 23/05) 

5.19 Requests for Deferrals (New: Sept 27/07) 
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 5 Policy 5.1 

Approval Date: Revised Date:
December 6/11

Title: ELIGIBILITY REQUIREMENTS 

Activity Area: Co-ordinated Access 

Policy Intent: To identify the criteria that must be met in order for a household to 
qualify to be placed on the centralized waiting list for Rent Geared-to-Income 
(RGI) assistance.

Eligibility Criteria:
In order for a household to qualify for placement on the ROWCAS centralized waiting 
list for RGI assistance, they must be assessed to ensure that they meet ALL of the 
following provincial requirements as prescribed by the Housing Services Act, 2011 and 
Ont. Reg. 367/11:

• Each household member must be a Canadian Citizen; have made an application 
for status as a permanent resident under the Immigration and Refugee Protection 
Act (Canada); or have made a claim for refugee protection under the Immigration 
and Refugee Protection Act (Canada) AND no removal order has become 
enforceable against any member of the household.

• At least one member of the household must be 16 years old and able to live 
independently. 

• No current member of the household has outstanding Social Housing arrears 
owing to any government funded housing program either as rent, or as money 
owed as a result of damages caused by a household member. 

• No household member received RGI assistance they were not entitled to receive, 
or misrepresented their income to receive RGI assistance. 

• Any household member must divest themselves of any residential property 
owned by them, within 180 days of being housed. 

• Must report all changes in address, phone number, household income or 
composition within 30 calendar days of any change. 

Operational Considerations: 
• If any of the above conditions are not met, the applicant household is ineligible to 

be placed on the ROWCAS waiting list. 
• Further details regarding each of these criteria are outlined in the policies in this 

section of the guide. 
Documentation Requirements: 

• As outlined in each specific policy. 

See Also: Operating Policies and Procedures (Sections 5.1 to 5.19); HSA Sec 42; 
O.Reg.367/11 Sec 23-41
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 5 Policy 5.2 

Approval Date: Revised Date:

Title: RESIDENCY REQUIREMENTS 

Activity Area: Co-ordinated Access 

Policy Intent: To identify the residency criteria that must be met in order for a 
household to qualify to be placed on the centralized waiting list for RGI 
assistance.

Eligibility Criteria:  
A household is eligible for placement on the centralized waiting list for RGI assistance if 
each member of the household meets at least one of the following residency criteria: 

• the member is a Canadian Citizen, or 
• the member has made an application for status as a permanent resident under 

the Immigration and Refugee Protection Act (Canada), or 
• the member has made a claim for refugee protection under the Immigration and 

Refugee Protection Act (Canada), AND 
• no removal order has become enforceable under the Immigration and Refugee 

Protection Act (Canada) against any member of the household. 

Operational Considerations:  
• Any applicant who does not meet the legal residency requirements is deemed to 

be ineligible for placement on the centralized waiting list for RGI assistance. 
• Any changes regarding residency requirements must be reported to ROWCAS 

within 30 calendar days of the change. 

Documentation Requirements: 
• Documentation verifying the applicant is a Canadian Citizen, i.e. birth certificate; 

Canadian Citizenship card; Province of Quebec baptismal certificate; Ontario 
photo Health Card. 

• Immigration documentation verifying the applicant is a Permanent Resident or 
has made an application for status as a permanent resident. 

• Immigration documentation verifies the applicant has made a claim for refugee 
protection. 

• Once an application or claim has been assessed/heard, and a decision made, 
follow-up documentation must be provided to ROWCAS. 

See Also: Operating Policies and Procedures (Sections 5.1 to 5.19); HSA Sec 42; 
O. Reg. 367/11 Sec 24, 25  
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 5 Policy 5.3 

Approval Date: Revised Date:
December 11/07

Title: AGE AND ABILITY TO LIVE INDEPENDENTLY 

Activity Area: Co-ordinated Access 

Policy Intent: To identify the age and level of independence required in order for a 
household to qualify to be placed on the centralized waiting list for RGI 
assistance.
Eligibility Criteria: 

• To be eligible for placement on the centralized waiting list for RGI assistance at 
least one member of the applicant household must be 16 years of age or older, 
and able to live independently. Being able to live on their own means that 
they can perform normal activities like cooking a meal, dressing, bathing, 
taking medication, shopping for basic needs and using public or private 
transportation. 

• The application and consent must be signed by all each member of the applicant 
household who is 16 years or older, attesting to their ability to live independently 
with or without supports. 

• Dependents of an applicant household who are 16 or 17 years old are not 
required to sign the application form unless they have income that would 
be included in a rent-geared-to-income rent calculation. 

• An individual shall be deemed to be able to live independently, if the individual is 
able to do so with the aid of support services and can demonstrate that those 
support services will be provided to him or her as required. 

Operational Considerations: 
• If a member of the applicant household who is 16 years or older does not have 

the capacity to sign the application and consent on their own behalf, the 
application and consent may be signed on the member's behalf by another 
individual who, 

a) is the parent or guardian of the member; OR 
b) is otherwise authorized to make the application and consent on the 

member's behalf. 
Documentation Requirements: 

• Declaration and consent signed by all required applicant household members 16 
years and older. 

• Legal residency documents to verify Date of Birth for all members 16 years and 
older. 

• Documents indicating support services will be provided to enable independent 
living as required. 

See Also: Operating Policies and Procedures (Section 5.1 to 5.19); HSA Sec 42; 
O.Reg.367/11 Sec 24
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 5 Policy 5.4 

Approval Date: Revised Date:
December 6/11

Title: SOCIAL HOUSING ARREARS 

Activity Area: Co-ordinated Access 

Policy Intent: To ensure households applying for RGI assistance are accountable 
for any outstanding arrears or damages owing to a former social housing 
provider in the Province of Ontario, prior to placement on the centralized waiting 
list for RGI assistance.
Eligibility Criteria: 

• When any current member of the applicant household has outstanding former 
rent/housing charge arrears and/or damages to any social housing provider 
under any social housing program in the Province of Ontario, the household is 
not eligible for placement on the centralized waiting list for RGI assistance. 

• If the applicant household has a repayment agreement with the housing provider 
or a repayment schedule with the Community Housing Access Centre and has 
shown proof of ongoing payments, the household is eligible for placement on the 
centralized waiting list for RGI assistance.  

• Where the arrears/damages owing resulted from a joint tenancy of which the 
applicant was a party, the applicant is deemed to be responsible for their 
proportionate share of the total arrears owing. 

• Where an applicant/household neglected to disclose social housing arrears, or 
has defaulted on a repayment agreement or repayment schedule, they will be 
deemed ineligible to remain on the centralized waiting list and their application 
“Disqualified.” 

• Applicant households removed from the waiting list due to outstanding arrears 
and/or damages, may re-apply to ROWCAS and be given a new application date, 
once the arrears/damages owing are paid in full or an approved repayment 
agreement or schedule is established. 

Operational Considerations:  
• Where discrepancies about the amount of social housing arrears/damages exist, 

the applicant household must resolve the discrepancy directly with the housing 
provider to whom the arrears are owed. 

• Housing providers should report all outstanding social housing arrears and/or 
damages to CHAC so the information can be entered into the arrears section of 
the ROWCAS data base.  

Documentation Requirements: 
• Copy of repayment agreement with provider or repayment schedule and 

verification of payments. 
• Documentation confirming arrears/damages paid in full or arrears/damages 

discharged under a bankruptcy. 

See Also: Operating Policies and Procedures (Section 5.1 to 5.19), HSA Sec 42; O. Reg. 
367/11 Sec 26

  Co-ordinated Access Administrative Guide 1345217 



HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 5 Policy 5.5 

Approval Date: Revised Date:
December 6/11

Title: MISREPRESENTATION OF INCOME 

Activity Area: Co-ordinated Access 

Policy Intent: To identify how misrepresenting a household’s income for the 
purpose of receiving RGI assistance can impact on a household's eligibility to be 
placed on the centralized waiting list for RGI assistance.
Eligibility Criteria: 

• Where a member of an applicant household has been convicted of an offence or 
a crime under the Criminal Code (Canada) in relation to the receipt of RGI 
assistance, or has been found by the Landlord and Tenant Board (LTB) to have 
misrepresented his/her or their household’s income in relation to the receipt of 
RGI assistance, the household is not eligible to be placed on the centralized 
waiting list for RGI assistance for a period of up to five years. 

Operational Considerations: 
• Applicant households with a member who has been found to have 

misrepresented their income for the purpose of receiving RGI assistance will be 
ineligible to be placed on the centralized waiting list until it is confirmed that their 
period of ineligibility has expired. 

• Housing Providers should report all convictions or findings for misrepresentation 
to CHAC. Applicant households convicted or found to have misrepresented their 
income should be entered into the data base with a status of Ineligible in order 
to track their period of ineligibility. 

• An applicant household ineligible for misrepresentation shall not be permitted to 
re-apply for assistance for five years from the date of the offence, crime or the 
date of the misrepresentation.  

• Applicant households ineligible from applying for RGI assistance due to 
misrepresentation will be assigned a status of “Ineligible” in the ROWCAS data 
base, until such time as their five year penalty period has expired. 

• Applicant households reserve the right to appeal any decision relating to 
Misrepresentation of Income through the Community Housing Review System. 

Documentation Requirements: 
• A copy of a criminal court conviction or LTB finding is required from the housing 

provider to confirm the misrepresentation, before the household will receive an 
Ineligible status. 

• Documentation verifying that the household’s period of ineligibility has expired is 
required before a household can have their name added to the centralized 
waiting list. 

See Also: Operating Policies and Procedures (Section 5.1 to 5.19); HSA Sec 42; O. Reg. 
367/11 Sec 36
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 5 Policy 5.6 

Approval Date: Revised Date:
December 6/11

Title: DIVESTMENT OF RESIDENTIAL PROPERTY 

Activity Area: Co-ordinated Access 

Policy Intent: To identify how owning residential property suitable for year-round 
occupancy can impact on a household's eligibility to be placed on the centralized 
waiting list for RGI assistance.

Eligibility Criteria:  
• Applicant households must agree to divest themselves of any residential property 

owned by them that is suitable for year-round occupancy in order to be eligible 
for placement on the centralized waiting list for RGI assistance. 

Operational Considerations: 
• The property must be divested/sold within 180 days of the applicant having been 

housed in an RGI unit. 
• If the property has not been divested/sold within this time frame, the 

applicant/household is no longer eligible to receive RGI assistance. 
• This policy applies to properties suitable for year-round occupancy and located in 

or outside of Ontario. 
• The 180 day time limit may be extended by Regional staff, if there are 

reasonable grounds to do so. 
• When the property has been sold, the interest on the equity realized from the 

sale is considered income for the purpose of RGI calculation. 
• Applicant households reserve the right to appeal any decision relating to 

Divestment of Residential Property through the Community Housing Review 
System. 

Documentation Requirements: 
• The applicant must provide a signed Declaration of Intent to Sell Property form 

prior to placement on the ROWCAS waiting list. 
• When the property has been sold the applicant is required to provide to the 

housing provider a copy of the Purchase Agreement and legal documents 
verifying the equity received. 

See Also: Operating Policies and Procedures (Section 5.1 to 5.19); HSA Sec 42;  
O. Reg. 367/11 Sec 32 
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 5 Policy 5.7 

Approval Date: Revised Date: 

Title: EXTENSION ON DIVESTMENT OF RESIDENTIAL PROPERTY 

Activity Area: Co-ordinated Access 

Policy Intent: To identify under what circumstances an applicant household, or a 
household receiving RGI assistance, may be granted an extension on the timeline 
required for them to sell residential property.

Eligibility Criteria: 
• An extended time limit may be granted by Regional staff, where a household has 

outstanding or ongoing legal matters with respect to the property required to be 
sold. 

• A household with Special Priority status may be exempted from this requirement 
until such time as it is safe or possible to pursue the matter. 

• Where a household would recognize no financial gain from the sale of the 
property, they will be exempted from this requirement by Regional staff, should 
they be able to demonstrate that they have relinquished their legal rights to the 
property. 

Operational Considerations: 
• Where a household has been granted an extended time limit on the sale of the 

property, the applicant must request an additional extension and provide 
supporting documentation, should the outstanding matter not be resolved by the 
previous extension deadline. 

• Applicants who have been housed and fail to pursue the sale of the property will 
be deemed ineligible to continue to receive RGI assistance. 

• Applicant households reserve the right to appeal any decision relating to an 
Extension on Divestment of Residential Property through the Community 
Housing Review System.

Documentation Requirements: 
• Documentation verifying the property is involved in a legal matter. 
• Documentation verifying an applicant is unable to pursue the sale of the property 

for safety reasons. 
• Documentation verifying an applicant has relinquished their legal right to the 

property. 

See Also: Operating Policies and Procedures (Section 5.1 to 5.19); HSA Sec 42;
O. Reg. 367/11 Sec 32
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 5 Policy 5.8 

Approval Date: Revised Date:
November 27/12

Title: OCCUPANCY STANDARDS 

Activity Area: Co-ordinated Access 

Policy Intent: To identify the size(s) of unit(s), for which an applicant household 
will qualify, when placed on the centralized waiting list.

Eligibility Criteria: 
• The largest size of unit to be assigned to a household is one bedroom for any 

two members of the household who are spouses or same-sex partners, and one 
bedroom for each additional member of the household. (e.g. The largest unit for 
a household with one parent with one child would be a two-bedroom unit.) 

• The smallest size of unit to be assigned to a household is one bedroom for every 
two household members and an additional bedroom if there is an odd number in 
the household. (e.g. The smallest unit for a household with two parents and three 
children would be a three- bedroom unit.) 

• Despite the above statement, where a household is composed of one individual 
or two spouses or same-sex partners, the smallest unit the household would be 
eligible for would be a bachelor unit. 

Operational Considerations: 
An additional bedroom can be assigned to the household if requested and approved 
where: 

• One of the spouses or same-sex partners requires a separate bedroom because 
of a significant disability or diagnosed chronic (long-term) and serious medical 
condition, with symptoms that do not go away - no periodic relapse or remission. 
Examples include: Alzheimer’s, Parkinson’s, Cancer, Renal Failure, Heart 
Disease, Stroke, Diabetes, HIV/Aids, Multiple Sclerosis, Amyotrophic Lateral 
Sclerosis (ALS) or other degenerative or neurodegenerative diseases. (Must be 
verified with ROWCAS Form F027 – Request for Additional Bedroom) 

• An additional bedroom is required to store life sustaining assistive devices or 
medical equipment required due to a significant disability or a diagnosed chronic 
(long-term) and serious medical condition. (Must be verified with ROWCAS 
Form F027 – Request for Additional Bedroom) 

• To accommodate caregiver, who will reside with the household full time for the 
purpose of providing required daily and/or overnight support services to a 
member of the household with a significant disability or a diagnosed chronic 
(long-term) and serious medical condition. The caregiver can not be a relative 
and will not be included on the lease/occupancy agreement. 

• A member of the household is pregnant. (Proof of pregnancy with due date is 
required) 
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• Dependent children of non-custodial parents will be included in the household 
composition as outlined below until the child reaches the age of 21, where the 
child remains in full time attendance at a recognized educational institution, or 
until the age of 18 if the child is not attending school full-time. 

• Where a non-custodial parent has joint custody or access/visitation rights for a 
child/children, an additional bedroom/bedrooms will be granted if the 
bedroom/bedrooms are required to reasonably accommodate the child/children. 
In this case, housing providers have the discretion of applying the occupancy 
standards for the smallest size unit only. Verification of custody/access 
arrangements are required and can include any of the following: 

1. Current court order, separation agreement or other legal 
documentation 

2. Statutory Declaration by an individual who has knowledge of the 
custody/access arrangements and who has known the applicant for 
at least the last two years and is one of the following: 

→ Chief of a band recognized under the Indian Act (Canada) 
→ First Nations police officer 
→ Judge 
→ Justice of the Peace 
→ Lawyer 
→ Mayor 
→ Member of the Legislative Assembly of Ontario (MPP) 
→ Municipal clerk or treasurer (a member of the Association of 

Municipal Managers, Clerks and Treasurers of Ontario) 
→ Notary public or legal clinic staff 
→ Physician 
→ Police officer (Municipal, Provincial, RCMP) 
→ Principal or Vice-Principal (primary or secondary school) 
→ Psychologist 
→ Senior administrator (community college) 
→ Senior administrator or professor (in a university) 
→ Social worker or social service worker (accredited) 
→ Teacher or guidance counselor in a primary or secondary 

school 

• Applicant households reserve the right to appeal any decision regarding 
Occupancy Standards through the Community Housing Review System (See 
Section 9).

Documentation Requirements: 
• Court order, separation agreement or other legal document that is current within the last 

two years; statutory declaration or sworn affidavit outlining joint custody or overnight 
access arrangements  

• Form F027 - Request for Additional Bedroom  
• Proof of pregnancy 

See Also: HSA Sec 43 (1) (2); O. Reg. 367/11 Sec 42 (1) 1 
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 5 Policy 5.9 

Approval Date:
Nov 27/12

Revised Date:
November 27/12

Title: EXCEPTIONS TO OCCUPANCY STANDARDS 

Activity Area: Co-ordinated Access 

Policy Intent: To identify the exceptions to the Occupancy Standards. 

Eligibility Criteria: 
Where the following circumstances occur, the Occupancy Standards stated in Section 
5.8 do not apply: 

• To a Special Needs household requiring a modified or supportive unit 
• To students who are a child of a member of the household who live away 

from home, who demonstrate that they are financially dependent on the 
household and reside in the household when not attending school.  

• To large sized households, who require a unit larger that what is available in the 
Region of Waterloo’s community housing stock. They will qualify for a smaller 
unit than the smallest size they would qualify for under the occupancy standards, 
should a provider agree to house the household. 

• Housing providers reserve the right to determine that an applicant household is 
not suitable for a specific unit where they have reasonable grounds to believe the 
unit is not suitable for the applicant household due to both, the unit’s physical 
characteristics and the number, gender or ages of the household members. 

Operational Considerations: 
• Special Needs applicants may be housed in a unit larger than the one they 

qualify for (by no more than one bedroom) if they provide the documentation 
verifying the need for Special Needs housing 

• Students living away from home to attend school are still considered a member 
of the household and entitled to a bedroom if the student is in attendance at a 
recognized educational institution, lives with the household while not attending 
that educational institution, and is dependent on the household for financial 
support.

• Where the household consists of a large family (e.g. 10 members) which would 
qualify for units larger than the largest size units available through ROWCAS, 
housing providers can agree to under house an applicant household providing 
they feel the household can be accommodated appropriately in their largest sized 
units. and the household acknowledges that they will not contravene any laws or 
bylaws prohibiting the use of basement space for sleeping accommodation.

• Applicant households reserve the right to appeal any decision relating to 
Exceptions to Occupancy Standards through the Community Housing Review 
System (See Section 9).

Documentation Requirements: 
• Documentation to verify the applicant requires a Special Needs unit. 
• Documentation to verify the student is in attendance at a recognized educational 

institution and financially dependent on the household for support. 

See Also: HSA Sec 43 (1) (2); O. Reg. 367/11 Sec 42 (1) 2  
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 5 Policy 5.10 

Approval Date: Revised Date:
December 6/11

Title: SPECIAL NEEDS APPLICANTS 

Activity Area: Co-ordinated Access 

Policy Intent: To identify the special rules that apply for Special Needs Applicants 
applying to be placed on the centralized waiting list for RGI assistance. 

Eligibility Criteria: 
• A household is eligible for Special Needs housing if one or more of its members 

require accessibility modifications or provincially-funded support services in order 
to live independently. 

• A household need not be eligible for RGI assistance in order to be eligible for 
Special Needs housing. However, if a household who requires Special Needs 
housing requires RGI assistance, an application must be made to ROWCAS and 
the household assessed for eligibility as with all other ROWCAS applicants for 
RGI assistance.

• Applicants for Special Needs housing must provide written verification of the 
reason(s) the household is requesting Special Needs housing and any other 
information or documents required by the supportive housing provider. 

Operational Considerations: 
• All requests for Special Needs housing must be supported by written 

documentation from someone in a professional capacity with first hand 
knowledge of the applicant’s special needs. 

• Where a household requires support services to live independently, written 
verification that the support services will be in place at the point of move in, must 
be provided before the household will permitted to occupy a unit. 

• Where a household does not meet the mandate of a special needs housing 
provider, they will not be placed on that provider’s waiting list.  

• Applicant households reserve the right to appeal any decision relating to Special 
Needs Applicants through the Community Housing Review System. 

• Only those special needs units not administrated by a designated special 
needs administrator can be applied for through the centralized waiting list. 

Documentation Requirements: 
• Medical documentation is required to support requests for modified units. 
• Medical or support service agency documentation is required where supports are 

needed in order for a household to live independently. 

See Also: Operating Policies and Procedures (Section 5.1 to 5.19); HSA, Sec 59-61; O. 
Reg. 367/11, Sec 68-73
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 5 Policy 5.11 

Approval Date: Revised Date:
December 6/11

Title: ALTERNATIVE HOUSING 

Activity Area: Co-ordinated Access 

Policy Intent: To identify the special rules that apply for Hard to House applicants
applying to be placed on the centralized waiting list for RGI assistance with an 
Alternative Housing Provider. 

Eligibility Criteria: 
• An Alternative Housing provider is a housing provider that has a mandate to 

provide housing to households that are homeless or hard to house. In the Region 
of Waterloo, Eby Village, House of Friendship and the YWCA Lincoln Road 
Apartments are Alternative Housing providers.

• Alternative housing units are offered to applicants who are homeless or hard to 
house from the ROWCAS waiting list, and in accordance with the policies set out 
in the legislation. 

Operational Considerations 
• Alternative housing providers may request applicants to complete a secondary 

application providing more detailed information about the applicant’s situation 
and the supports required and/or received. 

• Alternative housing providers can refuse to offer a unit to a household if the 
selection of the household would be contrary to its mandate. 

• Applicants who are Homeless and/or Hard to House, that are applying for RGI 
assistance with an Alternative Housing provider, can be exempted from the 
legislated requirements around provision of information and reporting changes 
where the Alternative Housing providers determines they are not able to meet 
these requirements. 

• Applicant households reserve the right to appeal any decision relating to 
Alternative Housing applicants through the Community Housing Review System.

Documentation Requirements: 
• Documentation is required to determine the applicant's homeless status, i.e. 

Request for Urgent Status, Verification of Urgent Status. 

See Also: Operating Policies and Procedures (Section 5.1 to 5.19); HSA, Sec 47(3); O. Reg. 
367/11, Sec 43 & Sec 49
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 5 Policy 5.12 

Approval Date: Revised Date: 
 

Title: SPECIAL PRIORITY FOR VICTIMS OF DOMESTIC VIOLENCE 

Activity Area: Co-ordinated Access 

Policy Intent: To identify the criteria that must be met in order for applicants to be
given Special Priority status when placed on the centralized waiting list for RGI 
assistance. 

Eligibility Criteria:  
In order to qualify for Special Priority status on the waiting list, applicants must meet 
the following criteria as prescribed by the Social Housing Reform Act, 2000 and Ont. 
Reg. 298/01: 

• Any member of the applicant household aged 16 years or older may request that 
the household be given Special Priority status on the waiting list. 

• All requests for Special Priority status must be made in writing. 
• All requests for Special Priority status must indicate that a member of the 

household has been subject to abuse from another individual who is or was living 
with the member in a familial relationship, or is sponsoring the member as an 
immigrant. 

• All requests for Special Priority status must indicate that the abused member 
intends to permanently separate from the abusing individual. 

• All requests for Special Priority status must be made within three (3) months of 
the applicant and abusing individual ceasing to live together. 

Operational Considerations: 
• To qualify for Special Priority status, an applicant must complete a Request for 

Special Priority Status form. If no form is completed, the request is considered 
incomplete. 

• To qualify for Special Priority status, an applicant must have a qualified 
individual with first hand knowledge of the abuse, complete the Verification 
Declaration form. The following individuals, in their professional capacity, are 
qualified to complete this form: 

Doctor, lawyer, law enforcement officer, member of the clergy, teacher, 
guidance counselor, housing provider management staff, community health 
care worker, social worker, social service worker, victims services worker, 
settlement services worker or a shelter worker. 

• To qualify for Special Priority status, the Verification Declaration must indicate 
that the applicant is being, or has been subjected to, one or more of the following 
words, actions or gestures by the abusing individual: 

1. Threatening to physically harm the member or another member of the 
household 

2. Threatening to destroy or injure the member’s property 
3. Killing or intentionally injuring pets 
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Operational Considerations (continued): 
4. Threatening to remove the member’s children from the household 
5. Threatening to prevent the member from having access to his or her 

children 
6. Forcing the member to perform degrading acts 
7. Terrorizing the member 
8. Threatening to take action to withdraw from sponsoring the member as an 

immigrant 
9. Other words, actions or gestures which lead the member to fear for his or 

her safety. 
10. Record of undue or unwarranted control by the abusing member over the 

member’s daily personal or financial activities. 

• Once an applicant household has been assigned Special Priority status on the 
waiting list, they retain the status until they have accepted an offer of an RGI 
assisted housing unit. 

• Applicant households reserve the right to appeal any decision relating to Special 
Priority status through the Community Housing Review System.

Documentation Requirements: 
• Properly completed Request for Special Priority Status and Verification 

Declaration for Special Priority Status. 
• Written notice to the applicant household indicating if the request is complete 

(within seven (7) business days of receiving the request), and/or 
• Once a request is complete, written notice of the decision whether or not to grant 

the applicant’s request for Special Priority Status and the reason for not 
granting the request. 

See Also: Operating Policies and Procedures (Section 5.1 to 5.19); HSA, Sec 48; O. Reg. 
367/11, Sec 52-58
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 5 Policy 5.13 

Approval Date: Revised Date:
June 23/05

Title: URGENT STATUS 

Activity Area: Co-ordinated Access 

Policy Intent: To identify the criteria that must be met in order for applicants to be
given Urgent Status when placed on the centralized waiting list for RGI 
assistance. 

Eligibility Criteria:  
In order for an applicant to be considered to have an Urgent need for permanent 
affordable housing, the household’s income would require them to pay 50% or more of 
the gross household income for the market rent for the bedroom size required AND 
meet one or more of the following criteria: 
Homelessness 

• Are living on the street (no shelter), OR using the emergency shelter system as 
their primary residence; or 

• People who have no permanent homes as a result of its being destroyed by fire 
or natural disaster within the last three (3) months; or 

• Be awaiting release from hospital or other time limited treatment facility and can 
not return to former place of residence and will not be released until suitable 
housing is found; or 

Separated Families 
• Be a family whose children will not be returned by a child protection agency due 

to the household not having adequate housing AND lack of adequate housing is 
the only protection issue outstanding; or 

Safety 
• Where the physical condition of the applicant household’s current housing poses 

a serious and immediate threat to the applicant household’s safety and cannot be 
repaired or remedied within a reasonable time; or the applicant household must 
relocate as a result of being subjected to actual or threatened physical harm. 

Operational Considerations: 
• As a minimum, housing providers must offer housing to applicants with Urgent 

Status for every tenth (10th) vacancy per provider's portfolio. Housing providers 
may choose to offer units to applicants with Urgent Status more frequently, such 
as for every 5th vacancy. 

• In order for a household to be granted Urgent Status, all required documentation 
must be provided at the time the request is made. 

• Households receiving Urgent Status will be ranked according to the applied date 
on which their status was assigned. 
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• Urgent Status will be given to applicants/co-applicants where one or both meet 
the criteria. The person the Urgent Status is assigned to must be independently 
eligible to apply for housing and become one of the leaseholders once housed.  

• In the case of joint applicants applying for Urgent Status due to homelessness, 
in the event that one of the applicants has adequate shelter, the status will not be 
awarded. 

• Applicants granted the Urgent status under any of the homelessness criteria, will 
retain the status as long as they do not become permanently housed (enter a 
lease agreement) or refuse an offer of housing. 

• In situations where a current applicant is to assume the responsibility for the role 
of caregiver/guardian for a dependent person, to be released from a hospital or 
care facility who cannot return to his/her former place of residence, the applicant 
may request that the Urgent Status be assigned. 

• If the applicant or household ceases to satisfy the criteria, or the household 
income increases beyond the income criteria, the Urgent Status will be 
removed.  

• An applicant with Urgent Status must be willing to accept any offer of an 
appropriately sized RGI housing unit within at least one municipality of their 
choice (e.g. Kitchener, Waterloo, Cambridge or the townships), unless there are 
safety issues. 

• An applicant with Urgent Status will lose their status once they have declined an 
offer for a unit from the building selections made on their application, with the 
exception of refusals for a medical or safety reason. After refusing a unit, the 
applicant may remain on the waiting list with their original applied date, and will 
be entitled to two additional refusals before their application will be cancelled.  

• Applicant households reserve the right to appeal any decision relating to Urgent 
Status through the Community Housing Review System.

Documentation Requirements: 
• Properly completed Request for Urgent Status – ROWCAS Form F009 AND 

Verification for Urgent Status – ROWCAS Form F010 must be provided to an 
Access Site in order to be assessed for Urgent Status.

See Also: Operating Policies and Procedures (Section 5.1 to 5.18); HSA, Sec 48; O. Reg. 
367/11, Sec 52
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 5 Policy 5.14 
Approval Date:

Nov 27/12
Revised Date:

November 27/12

Title: MARKET RENT COMMUNITY HOUSING RESIDENTS REQUESTING 
RGI ASSISTANCE

Activity Area: Co-ordinated Access 

Policy Intent: To identify the criteria that must be met in order for community 
housing residents paying market rent, to be placed on the centralized waiting list 
for RGI assistance, due to a significant/material change in the household’s 
financial position.

Eligibility Criteria: 
Where a market rent community housing resident wishes to apply for RGI assistance, 
the following conditions must be met: 

• The household must have experienced a significant or material change in their 
financial position since moving into the current housing site(Due to the death of a 
spouse, loss of a job, etc.), that would require them to pay more than 35% of 
their total household income/benefits from all sources towards their current 
rent/housing charge. 

• Households requesting Market to RGI would need to verify all household income 
(not just what would be included for RGI purposes). 

• Households requesting Market to RGI would need to have resided in their current 
unit for a minimum of one year in order to qualify. 

• The household would need to complete a ROWCAS application form and be 
assessed for eligibility by CHAC. Only households who meet the eligibility 
requirements would be considered. 

• Market rent households applying for an RGI subsidy, who do not meet the 
eligibility requirements, would not qualify to be placed on the waiting list or 
receive RGI assistance. 

• Households, who are deemed eligible by CHAC, and meet the first criteria, would 
have their name placed on the centralized waiting list, based on the applied date 
of their original application for housing at their current housing site. 

• The household would need to demonstrate that the request for RGI assistance is 
the result of a material change in the household's monthly income (e.g. death of 
a household member, loss of employment or support income). This would 
not apply to a household who moved in paying market rent, where there have 
been no changes or an improvement in their financial position. 

• Community housing residents, who are paying market rent because they ceased 
to qualify, whether or not there has been a change in the household’s financial 
circumstances since beginning to pay market rent, would need to follow the same 
application process as for new applicants. These households would not be 
eligible to have their application backdated to the date of their original 
application. 

• A market rent household qualifying for Market to RGI, who does not meet the 
local occupancy standards, can not qualify for RGI assistance until they are 
housed in an appropriate sized unit. Under exceptional circumstances and for 
compassionate reasons the Service Manager may approve RGI subsidy in 
advance of a transfer to a proper sized unit. 
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Operational Considerations: 
• Households at market rent, who have not experienced a material change, will be 

treated as a regular applicant. 
• Where a community housing provider has not experienced any RGI vacancies in 

over one year and are below the targeted number of RGI units, permission can 
be requested from their Housing Coordinator to provide RGI assistance to 
current market rent households who are on the centralized waiting list for RGI 
assistance. In this situation, RGI assistance must be offered to these market 
applicants in order of their applied date.

Documentation Requirements: 
• Properly completed ROWCAS Application Form and supporting documentation 

to confirm a material change in household income 
• Properly completed ROWCAS Form F012 - Request to Backdate Form including 

confirmation of original applied date for current unit.

See Also: HSA Sec 47(2) & Sec 48; O. Reg. 367/11 Sec 47 (1)
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 5 Policy 5.15 

Approval Date: Revised Date:
December 6/11

Title: EXTERNAL TRANSFER REQUESTS 

Activity Area: Co-ordinated Access 

Policy Intent: To identify the process for households already living in RGI 
assisted housing who wish to apply for a RGI assisted unit with another housing
provider. 

Eligibility Criteria:  
• Where a social housing resident currently receiving RGI assistance wishes to 

request to transfer to another social housing provider’s site and receive RGI 
assistance, the same eligibility criteria will apply as for a new application. 

• Social Housing residents applying to the ROWCAS for an RGI unit with another 
provider, must complete a ROWCAS application form, provide required 
documentation, be assessed for eligibility, and have their name placed on the 
centralized waiting list for RGI assistance. 

• Where a social housing resident currently receiving RGI assistance has their 
name added to the centralized waiting list, they are to appear on the waiting list 
for statistical purposes as a “Transfer”. 

• Social Housing residents on the centralized waiting list will be treated the same 
as all other applicants on the waiting list, with the exception of over housed 
households (see RGI policy 3.10). 

• Applicant households reserve the right to appeal any decision relating to External 
Transfer Requests through the Community Housing Review System.

• The applied date assigned to an external transfer application will be the 
date the household made the application.

Documentation Requirements: 
• Properly completed ROWCAS Application Form and supporting documentation 

See Also: Operating Policies and Procedures (Section 5.1 to 5.19); HSA Sec 42-46; O. Reg. 
367/11 Sec 48
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 5 Policy 5.16 

Approval Date:
Nov 27/12

Revised Date:
November 27/12

Title: REPORTING CHANGES IN APPLICANT INFORMATION 

Activity Area: Co-ordinated Access 

Policy Intent: To identify the time frame within which applicant households must 
report changes in order to continue to be eligible to remain on the waiting.

Eligibility Criteria 

• All changes in applicant information and/or documentation must be reported to 
an Access Site of the Region of Waterloo Co-ordinated Access System within 
thirty (30) calendar days of the change.

• Where an applicant household fails to provide the new information or 
documentation within the specified time period, the applicant household could 
have their application status changed to “Cancelled”. 

• Applicant households, who have had their application “Cancelled” for failing to 
respond to an annual update, can be reactivated at their original applied date 
providing all required information and documentation is received no more than 6 
months after their file status was changed to “Cancelled”. 

Documentation Requirements: 
• Completed Update form and other requested/required supporting documentation 

See Also: HSA Sec 44 (1), (2) (a) (b); O. Reg. 367/11 Sec 28
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 5 Policy 5.17 

Approval Date: Revised Date:
February 28/03

Title: RGI HOUSEHOLDS THAT NO LONGER MEET PROVIDER’S 
MANDATE 

Activity Area: Co-ordinated Access 

Policy Intent: The intent of this policy is to identify the requirements for 
transferring an RGI household who no longer meets a provider’s mandate and no 
longer qualifies for their current housing, but still requires RGI assistance. 

Eligibility Criteria 
Where a household who is currently receiving Rent Geared-to-Income (RGI) assistance 
in a unit, no longer meets the housing provider’s mandate, the household becomes 
ineligible to reside in the unit and continue receiving RGI assistance. 
Where such a situation arises, but the household continues to require RGI assistance, 
they should apply to the Region of Waterloo Co-ordinated Access System for a transfer 
to a site where they would meet the provider’s mandate. 
When an application has been received by the Region of Waterloo Co-ordinated Access 
System that falls into this category, the application will be assessed to ensure that the 
applicant is eligible for placement on the common waiting list. (e.g. There are no 
outstanding arrears with the current provider). 
Where an application has been received and it has been determine that the household 
is eligible for placement on the common waiting list, the application will be assigned the 
date as when they originally applied for RGI assistance for their current housing. (For 
example, if the household originally applied to live at their current housing site on 
September 21, 1999, this is the date that would be assigned to their application.) 
Before placement of a household who no longer meet a provider’s mandate, on the 
common waiting list, verification must be provided from the housing provider, confirming 
the household’s original application date. 

See Also: Operating Policies and Procedures (Section 5.1 to 5.19); HSA Sec 47(2) & Sec 
48; O. Reg. 367/11 Sec 47 (1)
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 5 Policy 5.18 

Approval Date: Revised Date:
June 23/05

Title: TERMINALLY ILL PRIORITY 

Activity Area: Co-ordinated Access 

Policy Intent: To identify the criteria that must be met in order for applicants to be 
given the Terminally Ill Priority when placed on the centralized waiting list for RGI 
assistance.

Eligibility Criteria:  
In order to qualify for Terminally Ill Priority status on the waiting list, applicants must 
meet the following criteria: 

• A member of the applicant household has been medically diagnosed as having a 
terminal illness with a life expectancy of two years or less. 

• The household must qualify for rent-geared-to-income assistance, as households 
with a market rent level income will not be considered for this priority. 

Operational Considerations: 
• Households applying for Terminally Ill Priority status must complete a Request 

for Priority for Terminally Ill Applicants which includes medical verification of 
the terminally ill individual’s medical diagnosis and life expectancy of two years or 
less. 

• In order for a household to be considered for Terminally Ill Priority status, all 
required documentation must be provided at the time the request is made. 

• Households receiving Terminally Ill Priority status will be ranked according to 
the applied date on which their status was assigned. 

• If the terminally ill household member removes themselves from the application, 
is permanently hospitalized or becomes deceased after the household is added 
to the waiting list, the Terminally Ill Priority status will be removed from the 
household’s application for housing. The remainder of the household will remain 
on the waiting list with their original application date and will be offered housing 
based on their applied date. 

• Households granted the Terminally Ill Priority status will be selected from the 
waiting list following households with Special Priority status and ahead of 
households with Urgent or Chronological status. 

• Applicant households reserve the right to appeal any decision relating to Special 
Priority status through the Community Housing Review System.

Documentation Requirements: 
• Properly completed Request for Priority for Terminally Ill Applicants – 

ROWCAS Form F016 AND Medical Form – ROWCAS Form F014. 

See Also: Operating Policies and Procedures (Section 5.1 to 5.18); HSA, Sec 48; O. Reg. 
367/11, Sec 52
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 5 Policy 5.19 

Approval Date: Revised Date:
September 27/07

Title: REQUESTS FOR DEFERRALS 

Activity Area: Co-ordinated Access 

Policy Intent: To identify under what circumstances an applicant on the waiting 
list may request a deferral of their application for housing.

Eligibility Criteria: 
Where an applicant household that is actively on the waiting list for Rent-Geared-To-
Income (RGI) assistance makes a request to have their application deferred for a period 
of time so they will not receive any offers of housing, all requests must meet the 
following conditions: 

• All requests for deferrals must be made in writing and signed by all adult 
members of the household; 

• The applicant household should not have a Special Priority, Urgent, Terminally Ill 
or Over housed status; 

• Requests should not exceed a maximum 12 months; 
• Requests should be limited to one deferral per applicant household; 
• Requests should only be approved where an applicant can demonstrate and 

verify that they have just signed a one year lease, are unable to move presently 
due to medical reasons (e.g. Recent heart attack, stroke, surgery), need to leave 
the area to attend to a family emergency or are/will be in a time-limited treatment 
program or facility. 

Operational Considerations: 
• Only those requests received in writing will be taken under consideration. 
• All requests for deferrals must indicate the reason and the expiry date for the 

request. 
• Despite the criteria noted above, a request for deferral may also be granted at 

the discretion of the Community Housing Access Centre (CHAC) where it is 
determined that extenuating circumstances exist. 

• Applicants housed under the Region’s Housing Allowance program will have their 
applications deferred for a minimum of one year. 

Documentation Requirements: 
• Properly completed Request for Deferral form.  
• Documentation to support the request for the deferral – e.g. Recent lease 

agreement, doctor’s note, death certificate, etc. 

See Also: Operating Policies and Procedures (Section 5.1 to 5.18), HSA Sec 47(3), O. Reg. 
367/11 Sec 46(7)
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 6 

Approval Date: Revised Date: 
 

Title: APPLICATION PROCESS 

Activity Area: Co-ordinated Access 

6.1 Receiving Applications 
6.2 Assessing for Eligibility 
6.3 Building Selections / Unit size allocation 
6.4 Processing of Completed Applications 
6.5 Processing of Incomplete Applications 
6.6 Joining or Splitting Applications 
6.7 Processing Requests for Special Priority Status 

(Revised: Dec 6/11)
• Procedure Addendum – Information and Documentation 

Requirements for Special Priority Applicants 
(New: Mar 19/05)

6.8 Processing Requests for Urgent Status 
6.9 Ranking of Applications on Centralized waiting list 

(Revised: Aug 23/12)
6.10 Placement on Waiting Lists (Revised: Sep 24/12) 
6.11 Processing Requests for Terminally Ill Priority Status 

(New: Sep 26/05)
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 6 Policy 6.1 

Approval Date: 
 

Revised Date: 
 

Title: RECEIVING APPLICATIONS 

Activity Area: Co-ordinated Access 

Policy Intent: To identify the process to be used by Access Sites when receiving 
applications from households wanting to be placed on the centralized waiting list 
for RGI assistance.

Procedural Requirements: 
• Applications for the Region of Waterloo Co-ordinated Access System can only be 

received, assessed for eligibility and processed at one of the Access Sites listed 
on the front of the application form. 

• All applications received by an Access Site MUST be date stamped with the date 
received.

• All applications should be reviewed upon receipt to determine if the application is 
complete - all required information and documentation was provided, the 
declaration and consent signed by the applicant, co-applicant and any other 
household members who are 16 years of age and older and the building 
selection form has been completed. 

• Where an application is deemed to be complete at the time of receipt, the date 
assigned will be the date the application was received by the Access Site. 

• Where an application is deemed to be incomplete at the time of receipt, no 
applied date will be assigned until such time as the application is considered 
complete. 

• Where an application is received in person, the Access Site should provide the 
applicant with a copy of the ROWCAS brochure – Information for Subsidized 
Housing Applicants, confirming the name and location of the access site and 
the date on which the application was received. 

• All applications received by an Access Site, whether complete or incomplete are 
to be entered into the ROWCAS data base. 

Documentation Requirements: 
• All documentation required to confirm eligibility must be provided with the 

application. 

See Also: Operating Policies and Procedures (Section 5.1 to 5.15); HSA, Sec 44; O. Reg. 
367/11 Sec 43-44
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 6 Policy 6.2

Approval Date: 
 

Revised Date: 
 

Title: ASSESSING FOR ELIGIBILITY 

Activity Area: Co-ordinated Access 

Policy Intent: To identify the process to be used by Access Sites for assessing 
the eligibility of applicants wanting to be placed on the centralized waiting list for 
RGI assistance.

Procedural Requirements: 
• Applications for the Region of Waterloo Co-ordinated Access System can only be 

assessed for eligibility by an Access Site once the application has been deemed 
to be complete. 

• All applications must be checked against each of the eligibility criteria to ensure 
the household meets all requirements and supporting documentation was 
provided where required. 

• Where a household meets all the eligibility requirements, they are deemed 
eligible for placement on the centralized waiting list and will receive a letter 
verifying their eligibility. 

• Where a household does not meet all the eligibility requirements, they are 
deemed ineligible for placement on the centralized waiting list and will receive a 
letter indicating they are ineligible. 

• Where a household does not meet all the eligibility requirements, they will only 
be re-assessed for eligibility at such time as they can demonstrate that all 
eligibility requirements have been subsequently met. 

• An Eligibility Screening Form should be attached and completed for each 
application received by an Access Site. (See Section 12.1 – Forms) 

• Applicant households reserve the right to appeal any decision relating to 
Assessing for Eligibility by Access Sites through the Community Housing Review 
System.

Documentation Requirements: 
• All documentation required to confirm eligibility must be provided with the 

application in order for eligibility to be assessed. 

See Also: Operating Policies and Procedures (Section 5.1 to 5.15); HSA Sec 42-45; O. Reg. 
367/11 Sec 23 - 41
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 6 Policy 6.3 

Approval Date: 
 

Revised Date: 
 

Title: BUILDING SELECTIONS/UNIT SIZE ALLOCATION 

Activity Area: Co-ordinated Access 

Policy Intent: To identify the process to be used for assigning building selections 
and determining unit size allocation for applicants wanting to be placed on the 
centralized waiting list for RGI assistance. 

Procedural Requirements: 
• Applications for the Region of Waterloo Co-ordinated Access System must 

contain a completed building selection form. 
• All applicant households must be measured against the occupancy standards to 

confirm the size(s) of unit(s) in which they would qualify to reside. 
• Applications not containing a completed building selection form are deemed to be 

incomplete. 
• Each application must be measured against the occupancy standards to 

determine the largest and smallest sized units for which the household would 
qualify. 

• All building selections noted on the building selection form must be reviewed by 
the Access Site to ensure that the household meets the project mandate and 
qualifies for the requested bedroom size(s). 

• Where a household does not specify any preferred locations within a geographic 
area, they are deemed to have chosen all sites with units for which they would 
qualify. 

• Where a household does not specify any preferred unit size, they would be 
deemed to have chosen all unit sizes for which they would qualify. 

• Households can potentially decrease their wait for housing by selecting a 
broad range of building selections. 

• Applicant households reserve the right to appeal any decision relating to Building 
Selections/Unit Size Allocation by an Access Site through the Community 
Housing Review System.

Documentation Requirements: 
• Completed building selection form 
• Documentation confirming a household meets specified provider’s mandates. 

(i.e. seniors, alternative and special needs units) 

See Also: Operating Policies and Procedures (Section 5.1 to 5.15); HSA Sec 43; O. Reg. 
367/11 Sec 42 (1) 1

  Co-ordinated Access Administrative Guide 1345217 



HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 6 Policy 6.4 

Approval Date: 
 

Revised Date: 
 

Title: PROCESSING OF COMPLETED APPLICATIONS 

Activity Area: Co-ordinated Access 

Policy Intent: To identify the process to be used for processing of completed 
applications from applicants wanting to be placed on the centralized waiting list 
for RGI assistance.

Procedural Requirements: 
• Once an application has been deemed complete and the applicant household 

eligible for placement on the centralized waiting list, the application status can be 
set to Active in the ROWCAS data base. 

• New applications being entered into the ROWCAS data base will be assigned an 
applied date corresponding to the date on which the application was deemed to 
be complete. 

• Before entering a new application into the ROWCAS data base, the system 
should be checked to ensure there is not an existing application(s) for the 
household already in the system. Where there is already an “Active” 
application in the data base, the new application should be treated as an update. 
Where there is a “Housed” or “Cancelled” application in the data base, a new 
application should be created and assigned a new applied date and building 
selections. 

• All new applications being entered into the system must be checked to ensure 
the household has no social housing arrears.

• In order for the household to properly appear on housing provider waiting lists, an 
applied date must be assigned to each building selection indicated in the data 
base.

• Only Access Site staff that has been properly training in ROWCAS data entry 
should have the responsibility for entering applications into the data base. 

• Where an application has been deemed complete and eligible for placement on 
the centralized waiting list, the applicant must be sent a letter within 30 days (14 
if SPP), verifying their completed application was received and that they have 
been placed on the waiting list. 

Documentation Requirements: 
• Application and building selection form 
• Letter to the household from ROWCAS confirming their application is complete 

and on the waiting list. 

See Also: Operating Policies and Procedures (Section 5.1 to 5.15); HSA Sec 47; O. Reg. 
367/11 Sec 46
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 6 Policy 6.5 

Approval Date: 
 

Revised Date: 
 

Title: PROCESSING OF INCOMPLETE APPLICATIONS 

Activity Area: Co-ordinated Access 

Policy Intent: To identify the process to be used for processing of incomplete 
applications from applicants wanting to be placed on the centralized waiting list 
for RGI assistance.

Procedural Requirements: 
• Where an application has been deemed incomplete by an Access Site, written 

follow up is required to request the household provide the information and/or 
documentation that would make the application complete.

• Incomplete applications are to be entered into the ROWCAS data base with an 
applied date corresponding with the date of data entry. These applications are to 
be assigned a Pending status, and no dates should be assigned to the building 
selections at that time. 

• Once an application has been entered, the Access Site will send the household a 
letter confirming the application is incomplete and requesting that the additional 
information and/or documentation be provided within 30 days. 

• Should the Access Site receive the requested information and determine that the 
application is complete and the household eligible for placement on the 
centralized waiting list, the applied date will be changed to correspond with the 
date the application was deemed complete. The application will then be assigned 
Active status and the corresponding applied date assigned to the building 
selections. 

• Should the Access Site not receive the requested information at all or within the 
30 days specified in the letter, the application status is to be changed to 
Cancelled. 

Documentation Requirements: 
• Written notice to the household requesting information and/or documentation to 

complete the application. 
• Outstanding information/documentation from the applicant to make the 

application complete & enable the Access Site to assess eligibility. 

See Also: Operating Policies and Procedures (Section 5.1 to 5.15); HSA Sec 47; O. Reg. 
367/11 Sec 46
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 6 Policy 6.6 

Approval Date: 
 

Revised Date: 
 

Title: JOINING OR SPLITTING APPLICATIONS 

Activity Area: Co-ordinated Access 

Policy Intent: To identify the process to be used for joining or splitting 
applications on the centralized waiting list for RGI assistance and to enable these 
applicants to retain the appropriate applied date.

Procedural Requirements: 
• Applicants may request to join or split from another applicant household in the 

ROWCAS data base. 
• Two or more applicant households with active applications in the ROWCAS data 

base may request that their applications be joined or combined. Where such a 
request is made by all parties, a new combined application should be generated 
in the ROWCAS data base, with an applied date that corresponds with the oldest 
of the applied dates of the two individual applications. The two original individual 
applications will have their status changed to Cancelled.

• Two members of a household with an Active application in the ROWCAS data 
base may request that their application be severed or split and each party of the 
severed household have a separate application for housing. Where such a 
request is made, the joint application should be Cancelled and two new 
applications established for each household member with their corresponding 
information. Where an application has been split, both new applications will be 
assigned the original applications Active applied date. 

• Should a joined or split application result in a change in the unit size the 
household is qualified to occupy, any new building selections will be assigned the 
original Active applied date. 

• Where the applicants of a joined application subsequently requests to split their 
application, the original applications should be re-instated with the original 
applied dates and building selections. 

Documentation Requirements: 
• For joined applications, a new application form must be completed with the joint 

household information/signatures 
• For split applications, a new application form must be completed for each portion 

of the household requesting a separate application. 

See Also: Operating Policies and Procedures (Section 5.1 to 5.15)
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 6 Policy 6.7 
Approval Date: 

 
Revised Date:

December 11/07
Title: PROCESSING REQUESTS FOR SPECIAL PRIORITY 
Activity Area: Co-ordinated Access 

Policy Intent: To identify the process to be used for requests for Special Priority 
status for existing applicants or applicants wanting to be placed on the 
centralized waiting list for RGI assistance.

Procedural Requirements: 
• Applicants requesting Special Priority status (SPP) must be assessed to ensure 

they meet the eligibility and documentation requirements. In addition to 
completing the ROWCAS application form, applicants must complete and submit 
both, a Request for Special Priority status and Verification Declaration for 
Priority Status and provide proof of cohabitation. Applicants requesting this 
status who do not provide the additional documentation will be deemed to have 
made an incomplete request and be sent a letter specifying why the request was 
incomplete. 

• Where an applicant is requesting Special Priority status, staff at the Region’s 
Access Sites will need to determine if the applicant was abused by a spouse, 
parent, child or other relative with whom they live in the same dwelling, a 
person who is sponsoring the individual as an immigrant OR a person on 
whom the individual is emotionally, physically or financially dependent. 

• Requests for Special Priority status should be made within three months of 
separating from the abuser, but will be permitted beyond three months 
where it is determined that the abuse is and has been ongoing, where the 
applicant was unaware of our program/processes, or where significant 
safety concerns continue to exist.

• The Verification Declaration must be completed by an approved verifier and 
must confirm that the verifier has first hand or demonstrated knowledge of the 
victim’s situation and must specifically indicate the nature of the abuse. 

• When an applicant is awarded Special Priority status, the status remains with 
the applicant until the household is housed in a subsidized unit, requests to 
have the abuser added to the application or the abuser is deceased. 

• Where an applicant has been awarded Special Priority status, the applied date 
and building selection dates will correspond with the date that the status was 
awarded. A notation should be made in the activity log, recording the original 
applied date and a printed copy of the original building selections placed in the 
file. 

• Only applicants meeting all requirements will be awarded this status. Where 
Special Priority status has not been assigned, the application will be placed with 
Active status on the centralized waiting list according to the date that the 
application was originally deemed complete. 

Documentation Requirements: 
• Completed Request for Special Priority Status and Verification Declaration form. 

See Also: Operating Policies and Procedures (Section 5.1 to 5.15); HSA Sec 44; O. Reg. 
367/11 Sec 43-44 and Sec. 53-58
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 6 
Policy 6.7
Procedure 
Addendum

Approval Date: 
 

Revised Date:
March 19/05

Title: INFORMATION AND DOCUMENTATION REQUIREMENTS FOR 
SPECIAL PRIORITY APPLICANTS 

Activity Area: Co-ordinated Access 

Procedural Intent: The intent of this procedure is to ensure the safety of Special 
Priority applicants in accessing and/or providing information or documentation 
for the purpose of applying for community housing.

Procedural Requirements:
• All applicants for community housing are required to provide information and/or 

documentation to verify their eligibility for placement on the waiting list. 
Applicants requesting Special Priority status are additionally required to provide 
information and/or documentation verifying they meet the Provincial requirements 
for Special Priority status, with the exception of the following: 
If the member making the request believes that he or she will be at risk of 
being abused by the abusing individual if he or she attempts to obtain 
information or a document. 

• Where an applicant is making a request for Special Priority status and no safety 
issues have been identified, Community Housing Access Centre staff will work 
closely with the applicant to try to obtain any outstanding information and/or 
documentation. 

See Also: Operating Policies and Procedures (Section 5.1 to 5.15); HSA Sec 44; O. Reg. 
367/11 Sec 43-44 and Sec. 53-58
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 6 Policy 6.8 

Approval Date: 
 

Revised Date: 
 

Title: PROCESSING REQUESTS FOR URGENT STATUS 

Activity Area: Co-ordinated Access 

Policy Intent: To identify the process to be used for processing requests for 
Urgent Status for existing applicants or applicants wanting to be placed on the 
centralized waiting list for RGI assistance.

Procedural Requirements: 
• Applicants requesting Urgent Status must have been assessed by staff at the 

Region’s Access Sites to ensure they meet the eligibility and documentation 
requirements. 

• Applicants requesting Urgent Status in addition to completing the ROWCAS 
application form must complete and submit both a Request for Urgent Status 
and Verification Declaration for Urgent Status. Applicants requesting this 
status that do not provide the additional documentation will be deemed to have 
made an incomplete request and be sent a letter specifying why the request was 
incomplete.

• Where an applicant is requesting Urgent Status, staff at the Region’s Access 
Sites will need to measure the request against each of the defined criteria for this 
status. 

• The Verification Declaration must be provided by an approved source (as 
defined on the form) and the verifier must confirm that they have first hand or 
demonstrated knowledge of the applicant’s situation. It must specifically indicate 
the criteria under which the household is requesting this status and why the 
status is being requested. 

• Where an applicant has been awarded Urgent Status, the applied date and 
building selection dates will be changed to correspond with the date that the 
status was awarded. A notation should be made in the activity log, recording the 
original applied date and a printed copy of the original building selections placed 
in the file. 

• Only applicants meeting all requirements will be awarded this status. Where 
Urgent Status is not assigned, the application will be placed on the Active 
waiting list according to the date that the application was originally deemed 
complete. 

Documentation Requirements: 
• Completed Request for Urgent Status form and Verification Declaration form. 

See Also: Operating Policies and Procedures (Section 5.13), HSA Sec 44; O. Reg. 367/11 
Sec 43-44
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 6 Policy 6.9 

Approval Date: 
 

Revised Date:
August 23/12

Title: RANKING OF APPLICATIONS ON CENTRALIZED WAITING LIST 

Activity Area: Co-ordinated Access 

Policy Intent: To identify how completed applications will be ranked on the 
centralized waiting list.

Procedural Requirements: 
• Applications will be ranked on the centralized waiting list by “applied date” in a 

modified chronological format as follows: 
1. Special Priority applications 
2. Terminally Ill Priority applications 
3. Over housed Priority applications (to take effect June 2013) 
4. Sunnyside Priority applications (233/239 Franklin buildings only) 
5. Urgent Status applications 
6. Chronological applications 

• The “applied date” for categories 1 through 5 will be determined in accordance 
with the applicable priority policy. 

• The “applied date” for category 6 will be determined in accordance with policy 6.4 
– Processing of Completed Applications OR policy 6.5 – Processing of 
Incomplete Applications. 

• The “applied date” for chronological applications granted a backdate in 
accordance with policy 5.14 – Market Rent Social Housing Residents 
Requesting RGI Assistance or policy 5.17 – RGI Households That No Longer 
Meet A Provider’s Mandate will be in accordance with the respective policy. 

• An application’s ranking on the waiting list could change should either the 
“applied date” or category be modified at any time, for any reason. 

See Also: Operating Policies and Procedures (Section 5.1 to 5.15), HSA, Sec 48; O. Reg 
367/11 Sec 47 & Sec 52
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 6 Policy 6.10 

Approval Date:
June 19/12

Revised Date:
September 24/12

Title: PLACEMENT ON WAITING LISTS 

Activity Area: Co-ordinated Access 

Policy Intent: To identify the process to be used for placing applicants for RGI 
assistance onto individual provider waiting lists on the centralized waiting list.
Procedural Requirements: 

• Building selections identified on the initial application form or subsequently added 
will receive the applications’ original applied date. 

• Exceptions to the above practice will apply for applied dates assigned to 
applications for housing under the following waiting list polices: 

5.14 Market Rent Social Housing Residents Requesting RGI Assistance 
5.18 Terminally Ill Priority 
6.7 Processing Requests for Special Priority 
6.8 Processing Requests for Urgent Status by Access Sites 
7.4 Changing the Date of An Application by Access Sites 
7.5 Backdating of Applications by Access Sites 

• Applicants are to be encouraged to make a broad range of selections. 
• Where an applicant has refused three (3) offers of suitable housing from the 

building selections made by them on their application, they will be removed from 
all waiting lists by changing their application status to “Cancelled”. Applicants 
may re-apply and will be given a new applied date as at the date that their new 
application is deemed complete. 

• Applicants may be placed on the waiting list only for the size of units they qualify 
for under the Region’s occupancy standards. 

• Where a change in family composition requires an applicant to make new 
building selections, for which they were previously unable to apply, the 
applicant's original applied date will be given. Applicants may add or remove 
building selections by phoning, faxing, e-mailing or mailing the information to an 
Access Site. 

• Where the new housing selections are extensive, it is recommended that the 
applicant complete and submit a new building selection form to an Access Site. 

• No applicant will be placed on a waiting list for housing at the site where a former 
partner or member of the household, who has separated from the applicant, has 
been housed under the Special Priority Policy. 

• Applicant households reserve the right to appeal any decision relating to 
Placement on Provider Waiting Lists by an Access Site through the Community 
Housing Review System.

Documentation Requirements: 
ROWCAS requires completion of a new building selection form where the 
changes/additions are extensive. 

See Also: Operating Policy and Procedures (Section 5.1 to 5.15), HSA, Sec 48; O. Reg 
367/11 Sec 47 & Sec 52
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 6 Policy 6.11 

Approval Date: 
 

Revised Date:
December 6/11

Title: PROCESSING REQUESTS FOR TERMINALLY ILL PRIORITY 

Activity Area: Co-ordinated Access 

Policy Intent: To identify the process to be used for processing requests for 
Terminally Ill Priority status for existing applicants or applicants wanting to be 
placed on the centralized waiting list for RGI assistance.

Procedural Requirements: 
• Applicants requesting Terminally Ill Priority status (TI) must be assessed to 

ensure they meet the eligibility and documentation requirements. 
• Applicants requesting Terminally Ill Priority status in addition to completing the 

ROWCAS application form, must complete and submit both a Request for 
Terminally Ill Priority status and a Medical Form 

• Applicants requesting this status that do not provide the additional documentation 
will be deemed to have made an incomplete request and be sent a letter 
specifying why the request was incomplete. 

• Where an applicant is requesting Terminally Ill Priority status, staff at the 
Region’s Access Sites will need to determine if the applicant or a member of the 
household has a medical diagnosis of a terminal illness with a life expectancy of 
less than two years. 

• The Medical Form must be completed and signed/stamped by a certified 
medical practitioner. 

• When the Access Site determines that the applicant is to be awarded Terminally 
Ill Priority status, this is noted in ROWCAS. This status remains with the 
applicant until the household is housed in a subsidized housing unit or is no 
longer part of the applicant household. 

• Where an existing applicant household has been awarded Terminally Ill Priority 
status, the applied date and building selection dates will be changed to 
correspond with the date that the status was awarded. A notation should be 
made in the activity log, recording the original applied date and a printed copy of 
the original building selections placed in the file. 

• Only applicants meeting all requirements will be awarded this status. Where 
Terminally Ill Priority status has not been assigned, the application will be 
placed with Active status on the regular waiting list according to the date that the 
application was originally deemed complete. 

Documentation Requirements: 
• Completed Request for Terminally Ill Priority Status form and Medical Form. 

See Also: Operating Policies and Procedures (Section 5.1 to 5.15); HSA Sec 44; O. Reg. 
367/11 Sec 43-44
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 7 

Approval Date: 
 

Revised Date: 
 

Title: WAITING LIST MANAGEMENT 

Activity Area: Co-ordinated Access 

7.1 Adding/Removing Special Priority (Revised: Dec 11/07) 
7.2 Adding/Removing Urgent Status 
7.3 Changing the Status of an Application 
7.4 Changing the Applied date of an Application 
7.5 Backdating of Applications 
7.6 Removal of Applicants from the Waiting List 
7.7 Updating Applicant Information 
7.8 Record Keeping 

• Procedure Addendum – Security of Personal Information 
Regarding Special Priority Applicants 

7.9 Adding/Removing Terminally Ill Priority 
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 7 Policy 7.1 
Approval Date: 

 
Revised Date:

December 11/07

Title: ADDING/REMOVING SPECIAL PRIORITY 

Activity Area: Co-ordinated Access 

Policy Intent: To identify the process to be used for adding or removing Special 
Priority status to/from an existing application on the centralized waiting list for 
RGI assistance.

Procedural Requirements: 
• Where a request for Special Priority status is received from an applicant 

household, the process identified in Section 6.7 - Processing Requests for 
Special Priority is to be followed. 

• When Special Priority status (SPP) is assigned to an application for RGI 
assistance, the status is retained until such time as the household is no longer 
eligible to be on the waiting list, the household accepts an offer of an RGI 
assisted unit, the applicant requests to add the abuser to their application, 
or the abuser is deceased. 

• As with all applicant households on the waiting list for RGI assistance, applicants 
with Special Priority status on the ROWCAS waiting list are entitled to three (3) 
offers of an RGI unit from the building selections listed on their application. 

• If an applicant household with Special Priority status refuses three (3) offers of 
suitable housing, their application status will be changed to “Cancelled”. They 
may re-apply, but will be given a new application date, and must also make a 
new request for Special Priority status and continue to meet the criteria for 
receiving the Special Priority status. 

• If after receiving Special Priority status, it is determined that an applicant did not 
in fact meet the criteria to receive the status, the status will be removed. 

• If applicants with Special Priority status set up a new relationship with another 
partner, they continue to retain their Special Priority status until the household 
accepts an offer of an RGI assisted unit or they are no longer eligible to remain 
on the waiting list. 

• Where additions to the household occur, new household members 16 years of 
age and older must be assessed to determine if they meet eligibility. 

• Where an applicant household on the waiting list is to be given Special Priority 
status, a new applied date based on the date that the status was granted is 
assigned to the application. (See Section 6.7 – Processing Requests for 
Special Priority Status by Access Sites & Section 7.4 – Changing the 
Applied Date of an Application) 

• Applicant households reserve the right to appeal any decision relating 
Adding/Removing Special Priority status by an Access Site through the 
Community Housing Review System.

Documentation Requirements: 
• Request for Special Priority Status form and Verification Declaration form. 

See Also: Operating Policies and Procedures (Section 5.12); HSA Sec 44; O. Reg. 367/11 
Sec 43-44 and Sec. 53-58

  Co-ordinated Access Administrative Guide 1345217 



HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 7 Policy 7.2 

Approval Date: 
 

Revised Date: 
 

Title: ADDING/REMOVING URGENT STATUS 

Activity Area: Co-ordinated Access 

Policy Intent: To identify the process to be used for adding or removing Urgent 
Status to/from an application on the centralized waiting list for RGI assistance.

Procedural Requirements: 
• Where a request for Urgent Status is received from an applicant household on 

the ROWCAS centralized waiting list, the process identified in Section 6.8- 
Processing Requests for Urgent Status by an Access Site, is to be followed. 

• When Urgent Status is assigned by an Access Site, it remains with the 
application until the household accepts an offer of an RGI assisted unit, OR the 
household no longer meets the criteria for receiving the Urgent Status, OR the 
household refuses one (1) offer of an RGI assisted unit from the housing projects 
that they indicated on their application form. 

• Where an applicant household no longer qualifies for Urgent Status because 
they have refused one (1) offer, but have not refused three (3) offers, the 
household is eligible to remain on the centralized waiting list with their original 
applied date. In this situation, both the applied date and building selections dates 
must be changed back to the original dates. 

• When the applicant household with Urgent Status is housed in an RGI unit, the 
application status is changed to Housed in ROWCAS. 

• Where an applicant household on the centralized waiting list is to be given 
Urgent Status, the applicant is to be given a new applied date based on the date 
that the status was granted. (See Section 6.8 – Processing Requests for 
Urgent Status by an Access Site & Section 7.4 – Changing the Applied Date 
of an Application) 

• Applicant households reserve the right to appeal any decision relating to 
Adding/Removing Urgent Status by an Access Site through the Community 
Housing Review System.

Documentation Requirements: 
• Completed Request for Urgent Status Form and Verification Declaration 

form. 

See Also: Operating Policies and Procedures (Section 5.13); HSA Sec 44; O. Reg. 367/11 
Sec 43-44
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 7 Policy 7.3 

Approval Date: 
 

Revised Date: 
 

Title: CHANGING THE STATUS OF AN APPLICATION 

Activity Area: Co-ordinated Access 

Policy Intent: To identify the process to be used for changing the status of an 
application on the centralized waiting list for RGI assistance.

Procedural Requirements: 
• The status of applications must be edited as required to maintain an accurate 

waiting list and to ensure offers are being made to eligible households. 
• Applications deemed to be complete and eligible will be shown as Active. 
• Applications currently under review; awaiting information; unable to be reached 

for an offer; or, requiring an update, will be indicated as Pending. 
• Households which are currently being reviewed as a potential tenant/member will 

be shown as On Offer. 
• When the initial screening indicates that the household is not eligible for RGI 

assistance, due to misrepresentation, the application will be categorized as 
Disqualified. 

• Households who decline three (3) offers of accommodation; do not respond to 
updates; do not return requested information; or, who providers are unable to 
contact, will be shown as Cancelled. 

• Households who accept an offer of an RGI unit are to be indicated as Housed. 

Documentation Requirements: 
• Documentation as requested by the housing provider and/or Access Site to verify 

the household's status. 

See Also: Application Process (Sections 6.4, 6.5), Waiting List Management (Section 7.6, 
7.7)
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 7 Policy 7.4 

Approval Date: 
 

Revised Date:
September 26/05

Title: CHANGING THE APPLIED DATE OF AN APPLICATION 

Activity Area: Co-ordinated Access 

Policy Intent: To identify the process to be used for changing the applied date of 
an application on the centralized waiting list for RGI assistance.

Procedural Requirements: 
• The applied date assigned to an application is the date that the application is 

deemed to be complete, providing the applicant household is eligible to be 
placed on the waiting list. 

• This date remains with the application unless the application is assigned Special 
Priority, Terminally Ill Priority or Urgent Status. 

• Where an applicant household on the waiting list has qualified to receive Special 
Priority, Terminally Ill Priority or Urgent Status, the applied date of the 
application is to be changed to correspond with the date the status is assigned. 
The original applied date should be recorded in the Activity Log section of the 
application form, and a copy of the original building selections placed in the file in 
the event that the status is removed and the applicant is to remain on the waiting 
list at their original applied date. 

• Where an existing applicant has been assigned a new applied date as a result of 
being granted Special Priority, Terminally Ill Priority or Urgent Status, the 
building selection dates will need to be changed to correspond with the new 
applied date. 

• Where an applicant has had their Special Priority, Terminally Ill Priority or 
Urgent Status removed the original applied and building selection dates are to 
be reassigned. 

• Where an applicant wishes to have their application date “backdated” prior to the 
applied date currently assigned to the application, for any reason other than 
those listed above, the applicant must complete a Request to Backdate 
Application Form. (See Section 7.5 – Backdating of Applications) 

Documentation Requirements: 
• Request to Backdate Application Form 

See Also: Application Process (Section 6.7, 6.8), Waiting List Management (Section 7.1, 
7.2, 7.3)
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 7 Policy 7.5 

Approval Date: 
 

Revised Date: 
 

Title: BACKDATING OF APPLICATION 

Activity Area: Co-ordinated Access 

Policy Intent: To identify the circumstances under which an application for RGI 
assistance will be permitted to be backdated on the centralized waiting list.

Procedural Requirements: 
Applications to the Region of Waterloo Co-ordinated Access System are to be 
backdated only under the following circumstances: 

• Where a market rent social housing resident has qualified based on a 
material change in their household’s financial circumstances. (See Section 
5.14 – Market Rent Social Housing Residents Requesting RGI 
Assistance) 

• Where an applicant with Special Priority or Urgent Status has had their status 
removed, and is to be returned to their original applied date. 

• Where an application was mistakenly cancelled by an Access Site. 
• Where an application that was received was never entered into the system 

but proof /documentation exists that the application was in fact received by an 
Access Site, determined to be complete and eligible for placement on the 
waiting list. 

•  Where an applicant household deemed to be “Homeless” or “Hard to House” 
had their application cancelled for not responding to an update letter. In this 
situation, the applicant or their advocate must demonstrate that at the time 
the update was sent, the applicant was incapable of responding (e.g. was in 
the hospital or at time-limited program). 

• Where an existing social housing household receiving RGI assistance has 
been deemed to be over housed and has been required to add their name to 
the centralized waiting list. (See Section 3.10 Over housing in the Region 
of Waterloo’s Rent Geared-To-Income Administrative Guide for 
clarification on requirements for over housed households and how their 
applied date on the centralized waiting list is determined.) 

Documentation Requirements: 
• Request to Backdate Application Form 

See Also: Waiting List Management (Sections 7.1, 7.2, 7.4) 
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 7 Policy 7.6 

Approval Date: 
 

Revised Date: 
 

Title: REMOVAL OF APPLICANTS FROM THE WAITING LIST 

Activity Area: Co-ordinated Access 

Policy Intent: To identify the process to be used for the removal of applicants 
from the centralized waiting list for RGI assistance.

Procedural Requirements: 
Households are removed from the centralized waiting list for one of the following 
reasons: 

1. The household requests to be removed, OR 
2. The household ceases to be eligible for RGI assistance, OR 
3. The household accepts an offer of an RGI unit, OR 
4. The household refuses three offers of suitable subsidized units, OR 
5. The household fails to respond to a request for information within the requested 

time frame, OR 
6. A household’s application contains insufficient or incorrect information to enable 

a provider to make a housing offer, OR 
7. A household who meets the criteria above can not be reached to do an update 

on their application. 
• If any of the above noted conditions apply, the status of the application is set 

as Cancelled in the ROWCAS data base. 
• The household is to be notified that their application has been Cancelled. 

Documentation Requirements: 
• Standard ROWCAS letter to the household indicating that they have been 

removed from the centralized waiting list and stating the reason(s) for this action. 

See Also: Operating Polices and Procedures (Section 5.1 to 5.7), Waiting List Management 
(Section 7.3)
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 7 Policy 7.7 

Approval Date: 
 

Revised Date: 
 

Title: UPDATING APPLICANT INFORMATION 

Activity Area: Co-ordinated Access 

Policy Intent: To identify the process to be used for updating applications on the 
centralized waiting list for RGI assistance.

Procedural Requirements: 
• Updates to existing applications could be required for any of the following 

reasons: 
1. There has been no contact with the household for over one (1) year. 
2. A housing provider has attempted to contact an applicant to make an offer, 

but the contact information appears to be outdated (e.g. the phone number is 
out of service or is a wrong number). 

3. An applicant reports changes in information. 
4. An “Active” applicant on the waiting list submits a new application. These 

applications are generally treated as updates only. 
• Where it is determined that an update is required as a result of #1 or #2 above, 

the Access Site is to generate an Update letter and mail it along with a ROWCAS 
Applicant Information Update Form to the mailing address noted on the 
application form. 

• If an Update letter is returned by the post office as undeliverable, or no response 
is received within sixty (60) calendar days, the application status is to be 
changed to Cancelled. 

• Should the applicant respond with a completed Update form or contact an 
Access site by telephone, or, if an update results from #3 or 4 above, any 
required changes are to be made in the ROWCAS data base. 

• When an Access Site contacts an applicant or is contacted by an applicant, they 
should determine when the last update was performed. If the last update 
occurred longer than six months ago, information on the application form should 
be verified with the household to ensure the information is current. 

Documentation Requirements: 
• ROWCAS Update Letter 
• ROWCAS Applicant Information Update Form 

See Also: Waiting List Management (Section 7.3, 7.6) 
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 7 Policy 7.8 
Approval Date: 

 
Revised Date: 

 

Title: RECORD KEEPING 

Activity Area: Co-ordinated Access 

Policy Intent: To identify the need for accurate and detailed record keeping in 
relation to ROWCAS applicant files and the process for maintaining these files.

Procedural Requirements: 
As applications to the Region of Waterloo Co-ordinated Access System contain highly 
confidential information (See Section 2 - Confidentiality and Freedom of 
Information) it is extremely important that accurate and detailed record keeping occur. 
In order to ensure applicant confidentiality and that the HSA requirements for record 
retention is met, the following requirements apply: 

• All applications to the ROWCAS must be contained in a separate file folder 
bearing the name of both the applicant and co-applicant. 

• A single file is to be maintained for each applicant household. All information 
and/or documentation pertaining to that household, is to be contained in this 
single file and documents should have a date stamp confirming when the 
information was received. 

• All files established by an Access Site must be forwarded to the centralized file 
location at 201-385 Fairway Road S., Kitchener, within thirty (30) calendar days 
of the application being deemed complete and having been entered into the 
ROWCAS data base. 

• Active and Cancelled files are to be filed alphabetically and according to the 
application’s status. (e.g. All Active files will be filed together as would be all 
Cancelled files.) 

• Where an Access Site has been notified that an applicant has been Housed, they 
must notify the centralized file location who will forward the file to the housing 
provider where the household will reside. 

• Where an applicant household with either, Special Priority, Terminally Ill Priority 
or Urgent Status has been Housed, the Verification Declaration Form along with 
any supporting documentation is to be removed from the file, prior to forwarding 
the file to the housing provider where the household will reside. This information 
is to be retained by ROWCAS for a period of no less than six (6) months, after 
which time it is to be destroyed. 

• All Cancelled files must be retained for a minimum of seven (7) years after which 
they are to be destroyed. 

• Where a new application is received for an applicant who has a cancelled file, the 
new information is added to the file and the file transferred to the section for 
Active files. 

• Applicants wishing to view their files will be permitted to do so at the centralized 
file location during normal business hours within seven (7) business days of their 
request. They will be permitted to photocopy any information in the files at their 
own expense. 

See Also: HSA Sec 169 
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 7 
Policy 7.8
Procedure 
Addendum

Approval Date: 
 

Revised Date:
March 19/05

Title: SECURITY OF PERSONAL INFORMATION REGARDING SPECIAL 
PRIORITY APPLICANTS 

Activity Area: Co-ordinated Access 

Procedural Intent: The intent of this procedure is to ensure the security of 
personal information provided by Special Priority applicants.
Procedural Requirements: 

• All applications for Special Priority status received by an Access Site other than 
the Community Housing Access Centre must be immediately forwarded by fax to 
the CHAC, with the original copies forwarded in a sealed envelope marked 
“Confidential”. 

• When an application for Special Priority status has been received by CHAC, all 
documents must be date stamped, a file created and the application promptly 
entered into the ROWCAS database. 

• Once entered into the database, the file must be placed in a locked storage area, 
accessible only to authorized staff. 

• CHAC Client Service Representatives (CSR) will only remove applications for 
Special Priority status from the locked storage area for the purpose of processing 
or updating the file. 

• Where CHAC staff have removed a file from the locked storage area, they must 
ensure the file is placed in a locked drawer or cabinet in their work area when not 
actively working with the file. 

• Where an applicant is awarded Special Priority status by a CSR, the completed 
file must be placed in locked storage area designated for applications awarded 
Special Priority status. 

• Where it is determined by a CSR that an applicant is not eligible to receive 
Special Priority status, the completed file is to be forwarded to the Supervisor, 
Access & Income Testing. The file will remain with the Supervisor, until it has 
been determined whether a request for internal review will be made. 

• Where an applicant is not eligible to receive Special Priority status and no 
request for review is made, the file will be stripped of all information and/or 
documentation relating to the request for Special Priority status and placed in the 
cabinets for Active, non-status files. 

• Where an applicant has been granted Special Priority status, the file will remain 
in the locked storage area until such time as the applicant has been housed or 
removed from the waiting list. 

• Once housed, the file will be stripped of all information/documentation regarding 
the request for Special Priority status and forwarded to the housing provider. 

• All stripped documentation will be placed in a secure container provided by a 
bonded contractor, who will shred the contents on a scheduled basis. 

• All lockable storage areas will be locked and secured when authorized staff are 
not available to restrict access to these areas and files. 

See Also: Waiting List Management by Access Sites (Section 7.8); HSA Sect 146-147 
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 7 Policy 7.9 

Approval Date: 
 

Revised Date:
September 26/05

Title: ADDING/REMOVING TERMINALLY ILL PRIORITY 

Activity Area: Co-ordinated Access 

Policy Intent: To identify the process to be used for adding or removing 
Terminally Ill Priority status to/from an existing application on the centralized 
waiting list for RGI assistance.

Procedural Requirements: 
• Where a request for Terminally Ill Priority status is received from an applicant 

household, the process identified in Section 6.11 - Processing Requests for 
Terminally Ill Priority is to be followed. 

• When Terminally Ill Priority status (TIP) is assigned to an application for RGI 
assistance, the status is retained until such time as the household is no longer 
eligible to be on the waiting list, the household accepts an offer of an RGI 
assisted unit, or the terminally ill household member is no longer part of the 
applicant household. 

• As with all applicant households on the waiting list for RGI assistance, applicants 
with Terminally Ill Priority status on the ROWCAS waiting list are entitled to 
three (3) offers of an RGI unit from the building selections listed on their 
application. 

• If an applicant household with Terminally Ill Priority status refuses three (3) 
offers of suitable housing, their application status will be changed to “Cancelled”. 
They may re-apply, but will be given a new application date, and must also make 
a new request for Terminally Ill Priority status. 

• If after receiving Terminally Ill Priority status, it is subsequently determined that 
an applicant did not in fact meet the criteria to receive the status, the status will 
be removed. 

• Where additions to the household occur, new household members 16 years of 
age and older must be assessed to determine if they meet the eligibility 
requirements. 

• Where an existing applicant household on the waiting list is to be given 
Terminally Ill Priority status, a new applied date based on the date that the 
status was granted is assigned to the application. (See Section 6.11 – 
Processing Requests for Special Priority Status by Access Sites & Section 
7.4 – Changing the Applied Date of an Application) 

• Applicant households reserve the right to appeal any decision relating 
Adding/Removing Terminally Ill Priority status by an Access Site through the 
Community Housing Review System.

Documentation Requirements: 
• Request for Terminally Ill Priority Status form and Medical form. 

See Also: Operating Policies and Procedures (Section 5.12), Application Process (Section 
5.12)
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 8 

Approval Date: 
 

Revised Date: 
 

Title: TENANT SELECTION PROCESS 

Activity Area: Co-ordinated Access 

8.1 Internal Transfers 
8.2 Suitability Assessment (Revised: Dec 6/11) 
8.3 Offers to Applicants (Revised: Nov. 27/12) 
8.4 Outcome of Offers / Refusals (Revised: Nov 14/07) 

• Policy Addendum – Monitoring Provider Compliance in 
Selecting Applicants from the Centralized Waiting List 
(New: April 6/04) 
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 8 Policy 8.1 

Approval Date: 
 

Revised Date: 
 

Title: INTERNAL TRANSFERS 

Activity Area: Co-ordinated Access 

Policy Intent: To identify how the internal transfer lists for housing providers take 
precedence over the external waiting list, when a vacancy occurs for an RGI 
assisted unit. 

Procedural Requirements: 
• All housing providers must establish an internal transfer policy and procedures 

for establishing and maintaining a waiting list for internal transfer requests. 
Copies of the policies and procedures must be provided to the Region of 
Waterloo’s Housing Division. 

• A housing provider's policies and procedures must include or indicate the 
following: 

o The internal transfer waiting list will include all households in RGI units or 
special needs housing that have requested an internal transfer. 

o The internal transfer list will include all of the provider's over housed RGI 
households who can be accommodated in a unit of the size the household 
requires, so it can continue receiving RGI assistance. 

o Over housed households will have priority on the internal waiting list over 
other internal transfer requests. 

o The applied date that the over housed tenants receive on the internal 
transfer list is the date they first applied to their current provider for RGI 
assistance. 

o When an over housed household is not able to be accommodated in a 
smaller unit within a year of being over housed, they will be referred to the 
ROWCAS and be removed from the provider's internal waiting list. 

o When a provider experiences a vacancy, consideration for the unit must 
first be given to RGI households on the internal transfer list requiring that 
size unit. 

o Where there is no RGI household on the provider's internal waiting list for 
a vacant RGI unit, the provider shall offer the unit to households on the 
ROWCAS centralized waiting list. 

Documentation Requirements: 
• A copy of the providers internal transfer policy must be provided to the Region of 

Waterloo. 
• An internal transfer list must be maintained by the housing provider. 

See Also: O. Reg. 367/11 Sec 48 
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 8 Policy8.2 
Approval Date: 

 
Revised Date:
December 6/11

Title: SUITABILITY ASSESSMENT 
Activity Area: Co-ordinated Access 

Policy Intent: To identify how a provider’s suitability screening process may 
impact on the decision of whether or not to offer an RGI assisted unit to an 
applicant on the centralized waiting list.
Procedural Requirements: 

• Prior to offering an RGI unit to applicant households from the centralized waiting 
list, housing providers may review the file to determine if the applicant household 
is a suitable tenant/member for their project. 

• Housing providers may refuse to offer a unit to a household if: 
1. The housing provider has a mandate under section 76 of the Act and 

offering the unit to the household would be contrary to that mandate. 
2. The housing provider has reasonable grounds to believe, based on the 

household’s rental history that household may fail to fulfill its obligations to 
pay rent for the unit in the amount and at the times the rent is due. 

3. The housing provider is a non-profit housing co-operative and the 
household does not agree to accept its responsibilities as a member of the 
housing provider or the housing provider has reasonable grounds to 
believe that the household will not accept or will be unable to accept those 
responsibilities. 

4. The unit is one in which individuals will reside in a shared living situation 
and the housing provider has reasonable grounds to believe that it is 
unreasonable for the household to reside in the shared accommodation. 

• Housing providers may not refuse to offer a unit to an applicant based on: 
1. the household having pets; OR 
2. a member of the household's criminal history; OR 
3. a member of the household's credit history, unless it relates to the 

household's housing history, i.e. rental arrears, frequent late or non-
payment; OR 

4. the applicant's physical appearance or demeanor; OR 
5. any other reason not permitted under any current or prevailing 

legislation. 
• Where an applicant household has been refused housing by a provider for 

reasons relating to their suitability, the provider must provide the household with 
written notification of the decision and the reason for the decision within ten (10) 
days of offering the unit to another household.

• Applicant households wishing to appeal any decision that results in a refusal to 
offer will need to contact the housing provider who made the decision to request 
a Review of the decision. 

Documentation Requirements: 
• Notice of decision to not to offer the household a unit, and the reason(s) for this 

decision. 

See Also: O. Reg. 367/11 Sec. 50 
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 8 Policy 8.3 

Approval Date:
Nov 27/12

Revised Date:
November 27/12

Title: OFFERS TO APPLICANTS 

Activity Area: Co-ordinated Access 

Policy Intent: To identify how offers are to be made to applicants on the waiting 
list for RGI assistance.
Procedural Requirements: 
Choosing who to offer: 

• Applicant households will be offered RGI units based on their ranking on the 
provider's internal transfer list and the centralized waiting list. 

• When housing providers receive a notice of a vacant RGI unit, they may offer it to 
a suitable RGI household on their internal transfer list, prior to offering it to 
applicants from the centralized waiting list. 

• Special Priority and then over housed tenants will have priority on the internal 
waiting list over all other internal transfers. 

• If there are no suitable households on the RGI internal transfer list, the unit must 
be offered to the next appropriate household on the centralized waiting list. 

• Applicants with Special Priority status are offered available units in order of 
applied date, prior to any other applicants on the centralized waiting list.

• Applicants with Terminally Ill Priority are to be offered available units in order of 
applied date, if there are no eligible or suitable applicants with Special Priority 
and prior to any other applicants on the centralized waiting list.

• Applicants with Over housed Priority are to be offered, available units in order 
of applied date if there are no eligible or suitable applicants with Special Priority 
or Terminally Ill priority and prior to other applicants on the centralized waiting 
list.

• Applicants with Sunnyside Priority are to be offered available units in order of 
applied date, if there are no eligible or suitable applicants with Special Priority or 
Terminally Ill Priority and prior to other applicants on the centralized waiting list 
for vacant units at either 233 or 239 Franklin Street.

• Applicants with Urgent Status are offered a minimum of every 10th vacancy 
within the housing provider's portfolio.

• Applicants with Chronological status are offered units based on their applied 
date (e.g. first-come-first-served basis, unless they have a market rent income.

What counts as an offer: 
In order to be considered a valid offer, the following conditions must be met: 

• It must be clearly communicated to the applicant household that an offer of 
housing is being made. In addition, the applicant must be advised of the 
following: 

→ Name, organization and contact information of individual making offer 
→ Location, size and type of unit (e.g. Waterloo, 3 bedroom, townhouse) 
→ Date unit is available 
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→ Deadline for household to respond to the offer (between 24 and 48 hours) 
• Telephone voice message or e-mail messages will only count as an offer if 

addressed to the primary applicant and include the date of contact along with the 
above requirements. 

• Messages left with an alternate contact should only be for the purpose of 
requesting the applicant contact the caller and will not count as an offer. 

• Once contact has been made with the applicant household, the household has 
been given the opportunity to view either the available unit or a comparable unit 
located at the same site. 

• For applicants with current lease obligations, the proposed move in date allows 
for them to give written notice, to a maximum of 60 days, or in accordance with 
the Residential Tenancies Act. 

• Where in the course of an offer, the applicant being offered identifies they are 
currently on offer with another housing provider (even when not noted in Yardi), 
the present offer being made is to be withdrawn until such time as the original 
offer has been adequately resolved. 

What counts as a refusal by the applicant: 
• Providing that all requirements under “What counts as an offer” have been met, 

any resulting refusals will be counted.
• An offer is not to be counted if any of the following circumstances apply: 

→ An SPP household identifies the location is not safe due to the 
proximity to their abuser or the abusers immediate family/circle of 
friends. 

→ A special needs household identifies that the modifications in the unit 
do not match their documented needs. 

→ An applicant household with mobility limitations (can not do stairs, 
requires an elevator) is offered a unit that does not address the 
limitations identified on their application 

→ An applicant household is offered a site that was not listed on their 
current site selections 

→ An applicant can verify extenuating circumstances prevented them 
from receiving or responding to an offer prior to the deadline (e.g. in 
the hospital) 

Other Considerations: 
• Applicants are allowed to make three (3) refusals of offers from their building 

selection list before automatically being removed from the centralized waiting list. 
• Unless the applicant requests otherwise, they will be removed from the waiting 

list for any sites where they have refused an offer of housing. 
• Housing providers must report all outcomes to CHAC that do not result in a 

household being housed by the provider making the offer.  
• Housing providers, where they have declined to offer housing based on suitability 

must notify the household in writing of the decision and reasons for the decision. 

See Also: HSA Sec 47; O. Reg. 367/11 Sec. 47  
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 8 Policy 8.4 
Approval Date: 

 
Revised Date:

November 14/07

Title: OUTCOME OF OFFERS/REFUSALS 

Activity Area: Co-ordinated Access 

Policy Intent: To identify the process to be used by housing providers for 
notifying ROWCAS of the outcome of all offers to applicants on the centralized 
waiting list for RGI assistance.
Procedural Requirements: 

• Outcomes of all offers for RGI assisted housing from the centralized waiting list, 
must be tracked in the ROWCAS data base in order to maintain accurate 
information and avoid duplicate offers to the same applicant and ensure applicant 
refusals are recorded. 

• Housing providers are required to provide an Access Site with Outcome of Offer 
information within ten (10) days of the applicant accepting or declining a unit. 
This can be done by e-mail, fax or mail - preferably by e-mail, as this is the 
quickest way to convey this information. (See Section 12.1 – ROWCAS Forms) 

• Access sites will enter this information into the ROWCAS and record whether this 
is the first, second or third offer of accommodation. The housing provider and 
date will also be recorded. 

• Following a refusal, applicants will remain on a provider’s waiting list unless the 
applicant indicates otherwise. 

• If the applicant has accepted the offer of accommodation, the status needs to be 
changed to Housed. The housing provider and date of acceptance are also 
recorded in ROWCAS. 

• If this is the household's third refusal of a unit, the application is Cancelled. The 
household will be informed in writing by the Access Site that their application has 
been cancelled and the reason for the decision. If they wish to remain on the 
centralized waiting list with a new applied date, the applicant needs to re-apply to 
the centralized waiting list. 

• Where a housing provider is unable to contact an applicant household, the 
application status will be changed to Pending, and an update letter will be sent 
to verify if the correct phone number and/or address are on file. 

• Where a housing provider has refused to offer an applicant housing in 
accordance with the HSA or Region of Waterloo policy/procedure, the 
housing provider may request the applicant’s name be removed from their 
waiting list. 

• When reporting an applicant’s request for removal from a waiting list, please 
specify if the applicant has requested removal from a provider list or the entire 
waiting list. 

Documentation Requirements: 
• Outcome of Offer forms or other written verification of all outcomes of offers are 

to be provided to the Community Housing Access Centre within ten (10) days of 
the applicant's decision. 

See Also: O. Reg. 367/11 Sec 39 & Sec 50 
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 8 
Policy 8.4
Procedure 
Addendum

Approval Date: 
 

Revised Date:
November 14/07

Title: MONITORING PROVIDER COMPLIANCE IN SELECTING 
APPLICANTS FROM THE CENTRALIZED WAITING LIST 

Activity Area: Co-ordinated Access 

Procedural Intent: The intent of this procedure is to identify the process for 
monitoring / ensuring housing providers are in compliance with the requirements 
for selecting housing applicants from the centralized waiting list.

Procedural Requirements: 
• In accordance with Section 8, Policy 8.4 of the Region of Waterloo’s Co-

ordinated Access Administrative Guide, all housing providers are required to 
report the outcome of all offers made to applicants from the centralized waiting 
list, including Special Priority applicants, within ten (10) days. 

• The Supervisor, Access and Income Testing will review a monthly housed report 
to monitor the reporting activity of the participating housing providers. 

• Where it is identified that a housing provider is not reporting outcome of offers, 
has not made an offer in accordance with the Housing Services Act or did not 
offer the unit to a Special Priority applicant on their waiting list, the Supervisor, 
Access and Income Testing will notify the Housing Coordinator responsible for 
that Housing Provider. 

• The Housing Coordinator will take appropriate action as outlined in any 
established Regional standards. 

See Also: Offers to Applicants, – Co-ordinated Access Administrative Guide Policy 8.3 
Outcome of Offers/Refusals - Co-ordinated Access Administrative Guide Policy 8.4
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 9 

Approval Date: 
 

Revised Date:
January 2013

Title: ACCESSING WAITING LISTS AND APPLICANT INFORMATION 

Activity Area: Co-ordinated Access 

Housing providers have been provided with log in information to access their individual 
waiting lists through the Yardi data base. 
The Yardi data base can be accessed using the following link: 
www.yardiaspcn6.com/3557ontario
You will be prompted to enter your assigned User Name and Password with the 
following screen: 

If you are having difficulty accessing your waiting list, forgot your password or have any 
other questions or concerns regarding Yardi, please contact the Community Housing 
Access Centre at chac@regionofwaterloo.ca or your Housing Coordinator.
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 10 

Approval Date: 
 

Revised Date: 
 

Title: HANDLING COMPLAINTS 

Activity Area: Co-ordinated Access 

The Region of Waterloo is committed to ensuring that all concerns/complaints relating to 
the Region of Waterloo Co-ordinated Access System are brought to the attention of 
Regional staff and addressed in a timely and professional manner. Your comments and 
concerns enable us to evaluate the service we provide on an ongoing basis, and make 
changes as required. 
Should you have a concern, complaint or want to offer positive feedback relating to the 
Region of Waterloo Co-ordinated Access System, please direct your concerns and/or 
comments to the Access & Income Testing Supervisor using one of the following 
options: 
By Mail - Please direct your written comments to: 

Supervisor, Access & Income Testing 
Region of Waterloo 
Community Housing Access Centre 
235 King Street East, 6th Floor 
Kitchener, ON N2G 4N5 

By E-mail - Please direct your e-mail to: chac@regionofwaterloo.ca
By Phone - Please call 575-4833. 
By Fax – Please direct faxes to 893-8648. 

For concerns relating to a decision made regarding an applicant’s eligibility, please see 
Section 11 – Community Housing Review System. 
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 11 

Approval Date:
Nov 27/12

Revised Date:
November 27/12

Title: COMMUNITY HOUSING REVIEW SYSTEM – WAITING LIST REVIEWS 

Activity Area: Co-ordinated Access 

Policy Intent: The intent of this policy is to identify the process regarding waitlist 
related requests for review to the Region of Waterloo’s Community Housing 
Review System.
Decisions by the Community Housing Access Centre (CHAC) subject to a Review 
Section 155 of the Housing Services Act requires Service Managers to have a system 
and review body in place for dealing with reviews regarding the following waiting list 
related determinations:  

• Eligibility for Rent Geared to Income (RGI) assistance; 
• Eligibility for special needs housing; 
• Size and type of RGI unit; 
• Eligibility for a priority category. 

As the Service Manager, the Region of Waterloo has direct oversight of the local co-
ordinated access system and centralized waiting list. In accordance with this role, the 
Region will be responsible for administering and facilitating the review process for 
eligible reviews of the above noted decisions. See “Terms of Reference – Region of 
Waterloo Community Housing Review System” for more information on the review body.

Notice that a Decision can be Reviewed: 
A notice of decision for any the above categories, must be communicated in writing to 
the applicant household within seven (7) business days after the decision was made. 
The Service Manager has the discretion to extend this time if extenuating circumstances 
exist. 
A notice of decision will only be sent when an actual decision has been made. Where 
insufficient information or documentation prevents a decision from being made, the 
request will be considered incomplete and not subject to a review. 
When providing an applicant(s) with a notice of decision, the written notice must include: 

• The date on which the decision was made 
• If a decision is subject to a review - the reason(s) for the decision, confirmation 

the decision can be reviewed, how to request a review and the timeline for doing 
so 

• Where the decision can not be reviewed - that the decision is final. 
Note: Written notice must be given within seven days of any decision being made. 

Delivering a Notice: 
Where notice must be provided to a applicant/household, it is to be given to all 
household members who are 16 years of age or older, with the exception of notices 
relating to special priority status, which must be given only to the household member 
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requesting the status. Where all members of the household live at the same address, 
only one notice needs to be given. Notices can be delivered by giving it directly to a 
person, leaving it at the household’s last known address or mailing it to the last known 
address. 
A notice is considered to have been given on the day it is given, left or mailed. A notice 
is considered to have been received on the day it is given, the day after it is left or five 
business days after it is mailed. 

Requesting a Review: 
Once a decision had been made and written notice provided to the household, the 
household has thirty (30) days after receiving the notice, to submit a request for review 
to the Region of Waterloo’s Community Housing Review System. The Service Manager 
has the discretion to extend this time if extenuating circumstances exist. 
Where a household has made a request for a review, they may only withdraw the 
request provided the review has not been completed. 
Where a decision is subject to a review, a copy of the Request for Review form will be 
enclosed with the letter. 

See Also: HSA Sec 155-159; O. Reg. 367/11 Sec 138,139; PA Community Housing Review 
System – Terms of Reference
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 12 

Approval Date: 
 

Revised Date: 
 

Title: APPENDICES 

Activity Area: Co-ordinated Access 

12.1 ROWCAS Forms 
12.2 WRCHAC – Access & Income Testing Sub-committee 

Terms of Reference 
12.3 Definitions 
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 12 Policy 12.1 

Approval Date: Revised Date:
January 2013

Title: ROWCAS FORMS 

Activity Area: Co-ordinated Access 

The forms utilized in the delivery of the Region of Waterloo Co-ordinated Access 
System are available on the Region’s website at www.regionofwaterloo.ca or by 
contacting the Community Housing Access Centre at 
chac@regionofwaterloo.ca. 
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 12 Policy 12.2 
Approval Date: 

 
Revised Date:
August 25/05

Title: WRCHAC – CO-ORDINATED ACCESS AND INCOME TESTING SUB-
COMMITTEE TERMS OF REFERENCE 

Activity Area: Co-ordinated Access 

WATERLOO REGION COMMUNITY HOUSING 
ADVISORY COMMITTEE (WRCHAC) 

CO-ORDINATED ACCESS and INCOME TESTING SUBCOMMITTEE 

TERMS OF REFERENCE 
The Co-ordinated Access and Income Testing Subcommittee of the Waterloo Region 
Community Housing Advisory Committee (WRCHAC) will function in accordance 
with the Social Housing Reform Act (2000) and related regulations, as amended from 
time to time, and is accountable to Regional Council through WRCHAC. 

PURPOSE: 
To assist the Regional Municipality of Waterloo, in its role as Service Manager, for the 
delivery of Co-ordinated Access & Income Testing in Waterloo Region, by evaluating 
program delivery and providing input and advice, through the development of policies 
and procedures and recommendations on potential improvements to existing business 
practices. 
To facilitate a review process for Co-ordinated Access applicants and Rent-Geared to 
Income (RGI) households for decisions regarding their eligibility for placement on a 
common waiting list for affordable housing, eligibility to reside in an affordable housing 
unit and to receive RGI assistance and the amount of the RGI assistance. 
To facilitate an ongoing consultation process between the Region of Waterloo and Co-
ordinated Access and Income Testing stakeholders in order to establish and maintain a 
consistent and equitable evaluation process for co-ordinated access and income testing 
issues, policies and procedures. 

RESPONSIBILITIES: 
1. Implement and maintain a review process to allow applicants/households to appeal 

co-ordinated access decisions. Where a housing provider is not able to establish its 
own internal review process for dealing with income testing reviews, this 
subcommittee will also be the review body for RGI households of that provider. All 
decisions arrived at by the sub-committee during a review, will be considered final. 
The sub-committee will not conduct any reviews where providers have established 
their own internal review process and will not review any decisions made by 
providers conducting their own reviews. 

2. Conduct income testing reviews on behalf of the Region's rent supplement program. 
3. Develop and implement policies and procedures to improve service delivery to 

affordable housing applicants and households. 
4. Identify potential communication, networking, education and training needs or 

opportunities for participating housing providers, community service agencies, 
applicants, RGI households and Regional staff. 
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5. Facilitate increased housing provider, stakeholder, applicant, RGI household and 
general public understanding and awareness regarding the local Co-ordinated 
Access system and Income Testing requirements. 

MEMBERSHIP: 
The subcommittee will be comprised of one member from each of the following housing 
groups (except for 2 social housing residents), in addition to the Regions' Access & 
Income Testing Supervisor who will act as Chair. 
Co-op Housing 
Non-Profit Housing 
Accessible Housing/Accessibility Organization 
Seniors and/or Federal Housing 
Waterloo Region Housing 
Alternative Housing 
Social Housing Residents (2) 
At least two members shall be members of WRCHAC or their approved designates. 
Meetings will be open to the public except for sub-committee discussions or other 
business required to be conducted in caucus. As outlined in the WRCHAC terms of 
reference, the Chairperson of WRCHAC may also appoint members to subcommittees 
as deemed necessary. 

SELECTION PROCESS: 
Individuals interested in being appointed to the sub committee should submit a 
letter to the sub-committee chairperson, indicating their interest in becoming a 
member of the sub-committee. A key consideration to the selection process will be 
experience in the Co-ordinated Access and Income Testing consultation process and/or 
experience working with the delivery of both of these programs. 
The sub-committee membership will be reviewed as required, with a maximum 
participation of members for two terms of Regional Council, unless otherwise provided 
for by WRCHAC. 
Members will be appointed to the sub-committee by the Waterloo Region Community 
Housing Advisory Committee on the basis of experience, interest, commitment to 
liaise with the social housing sector they represent, relationships with social housing 
sector organizations(s) and availability to attend meetings and to serve on working 
groups. 

MEMBERSHIP RESPONSIBILITIES: 
Members will be responsible for liaising within the social housing sector they represent. 
This will include the collection and dissemination of information and facilitating feedback 
on social housing co-ordinated access and income testing issues from within their 
sector, sub-committee meetings and agenda items. 
In addition, the sub-committee will be advised of information related to Provincial and 
Municipal Co-ordinated Access and Income Testing program requirements, other Co-
ordinated Access systems, external networking groups and other related co-ordinated 
access or income testing information where appropriate. 
Sub-committee members will undertake reviews of social housing applicants and RGI 
households on decisions relating to their eligibility for placement on a common wait list 
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for affordable housing, their eligibility to reside in an affordable housing unit or the 
calculation of their RGI rent/housing charge. 

COMMITTEE PROCEDURES/OPERATIONS: 
Minutes/Agendas - The Chairperson will be responsible for the preparation and 
distribution of the agenda and minutes for each meeting. Summaries of all internal 
review decision will be provided upon request, but no identifying information will be 
included. 
Meetings - Meetings will be held monthly or as otherwise required. In camera 
discussions will be held for individual requests for review, or for other matters, in 
accordance with Regional policies and procedures. The actual meeting dates, times and 
locations will be determined by the sub-committee members. 
Reporting - The sub-committee will make recommendations to WRCHAC, who will in 
turn, make recommendations to Regional Council through the Community Services 
Committee as required. Minutes will be taken. Regional staff will keep the sub-
committee members informed of the outcome of items referred to Regional Council. 
The sub-committee will inform WRCHAC of all internal review decisions. This 
information will not be passed on to Regional Council. Where RGI reviews are being 
conducted on behalf of a housing provider, written notice of the decision will be given to 
the provider. 
Conflict of Interest - All sub-committee members are expected to undertake their 
responsibilities on an impartial and objective basis. Any member whose pecuniary 
interest could be in conflict with the interest of the sub-committee or an applicant or 
household requesting a review is obliged to disclose same at the meeting and will be 
excluded from any discussion and decisions relating to issues with which they have 
identified a conflict. 
All members shall adhere to the Conflict of Interest Policy for Advisory Committees, 
approved by Council on May 28, 2003. All members shall annually review and complete 
the agreement and signature form attached to the policy. Signature forms are to be 
returned to the Committee Clerk for safe keeping. 

WRCHAC - Access & Income Testing Sub-committee Terms of Reference 
Revised: September 29, 2004 
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HOUSING DIVISION 
Housing Programs – Policies & Procedures 

Section 12 Policy 12.3 
Approval Date: 

 
Revised Date: 

 

Title: DEFINITIONS 

Activity Area: Co-ordinated Access 

Abuse - An incident of physical or sexual violence against an individual, an incident of 
intentional destruction of or intentional injury to an individual’s property, or words, 
actions or gestures that threaten an individual or his or her property. 
Access Site - A location where households wishing to apply for placement on the 
Region of Waterloo’s centralized waiting list for RGI assistance, may obtain an 
application, have their eligibility assessed and have their name placed onto the 
centralized waiting list through the ROWCAS data base. 
Alternative Housing Provider - A housing provider with a mandate to provide housing 
for households that are homeless or hard to house. 
Arrears - An outstanding amount of rent that has not been paid and is owing to a 
housing provider. 
Buddy Site - An Access Site of the Region of Waterloo Co-ordinated Access System, 
that is matched with a number of housing providers for the purpose of providing co-
ordinated access related services to those providers. 
Building Selections - The list of housing projects available for applicants to select on 
the Region of Waterloo Co-ordinated Access System application form. 
Canada Mortgage and Housing Corporation (CMHC) - The agency responsible for 
carrying out the current responsibilities of the federal government with regard to social 
housing. 
Centralized Waiting List - The combined waiting list for all social housing providers in 
a service area that are required to participate in co-ordinated access system. 
Chronological - In reference to co-ordinated access, this refers to the practice of 
ranking applicants on the centralized waiting list in order of their application date. 
Co-operative Housing - A social housing project that is managed by its residents 
known as members. 
Co-ordinated Access - A local system of referring applicants seeking rent geared-to 
income housing to social housing providers participating in a centralized waiting list. 
Co-ordinated Access and Income Testing Sub-committee - The sub-committee of 
the Social Housing Advisory Committee responsible for co-ordinated access and 
income testing related issues. 
Community Sponsored Housing Program (CSHP) - A housing program under the 
Federal government’s National Housing Act which receives rent supplement funding. 
Damages - An outstanding amount of money owing to a housing provider for unit 
repairs or other property maintenance on a unit previously occupied by the household 
owing the damages. 
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Divestment - Having completed the transfer of an interest in property. 
External Transfer - A request to move to a housing unit located at a housing project 
managed by a housing provider, other than a household’s current housing provider. 
Household - An individual who lives alone or two or more individuals who live together. 
Housing Project - All or part of the residential accommodation located in one or more 
buildings used in whole or in part for residential accommodation. 
Housing Provider - A person or persons who operate a housing project. 
Internal Review - The process for reviewing co-ordinated access and rent-geared-to-
income related decisions. 
Internal Transfer - A request to move to a housing unit located in a housing project 
managed by a household’s current housing provider. 
Landlord and Tenant Board - The agency responsible for resolving disputes between 
landlords and tenants about rights and responsibilities under the Residential Tenancies 
Act (RTA), including rent control and tenant/landlord issues. 
Market Unit - A unit that is in a housing project and that is not a rent-geared-to-income 
unit. 
Misrepresentation - An act of falsifying information for the purpose of receiving some 
benefit. In relation to co-ordinated access, it refers to a household who has falsely 
reported the household’s income for the purpose of receiving more rent-geared-to-
income assistance than the household was eligible to receive. 
Modified Chronological - In reference to co-ordinated access, this is the practice of 
drawing applicants from the waiting list first by priority and then in a chronological 
manner. 
Modified Unit - A unit that has been modified to be accessible to an individual with a 
physical disability or to allow a person with a disability to live independently. 
Non-Profit Housing - A social housing project managed by a housing provider 
established by a local non-profit or charitable organization such as a church, ethno-
cultural group, service club or other community group. 
Occupancy Standards - A set of rules that identify the size of unit that an applicant 
household or household in receipt of RGI assistance would qualify to reside in. 
Ontario Community Housing Assistance Program (OCHAP) - A provincially 
administered rent supplement program that provides rent supplement funding to 
federally funded housing programs. 
Ontario Housing Corporation (OHC) - The former agency of the Provincial 
government responsible for the administration of provincially-owned housing and the 
local housing authorities. 
Operating Framework - The requirements under the Social Housing Reform Act and 
related regulations that spell out how social housing is to be administered by Service 
Managers and housing providers. 
Regulations - Provincially prescribed requirements made under the Social Housing 
Reform Act. 
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Rent-Geared-to-Income Assistance - The reduced rent/housing charge paid by a 
household residing in a social housing unit, that is based on the household’s gross 
monthly income. 
Residential Property - A property or portion of a property that is used for residential 
purposes. 
Service Agreement - A signed agreement between the Region of Waterloo and a 
housing provider, delegating specified co-ordinated access or rent-geared-to-income 
administrative responsibilities to the housing provider. 
Service Manager - A municipality, agency, board or commission designated as a 
service manager under regulation 638/00 of the Social Housing Reform Act. 
Social Housing Reform Act - The Provincial legislation that enabled the Province to 
transfer the administration of social housing programs to 47 Service Managers in the 
Province of Ontario. It also identifies the operating framework for the administration of 
the transferred social housing projects.  
Special Needs Housing - A social housing unit that is occupied by or is made available 
for occupancy by a household having one or more individuals who require accessibility 
modifications or provincially-funded support services in order to live independently. 
Supportive Housing Provider - A housing provider providing special needs housing. 
Region of Waterloo Co-ordinated Access System - The centralized waiting list for 
applicants applying for RGI assisted housing in the Region of Waterloo. 
Waterloo Region Community Housing Advisory Committee - An advisory 
committee of the Region of Waterloo established to assist the Region with the ongoing 
administration of social housing. 
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