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Executive Summary
In a 2009 report, the Waterloo Region Crime Prevention Council made a commitment to monitor
fear of crime within Waterloo Region on an on-going basis. This report is the first follow up to
that initial report. This report compares previous data examining fear of crime with results from
the 2011 Waterloo Region Area Survey.
The results of this survey show a general reduction in perceptions of crime within Waterloo
Region. This was primarily assessed using two survey questions:
During the last five years, do you think that crime in Waterloo Region has remained
about the same, decreased or increased?
During the last five years, do you think that crime in your neighbourhood has
increased, decreased or remained about the same?
The results showed a significant decrease in the number of people that think crime had increased
in Waterloo Region and in their own neighbourhood.

The next sets of questions were repeated from the Statistics Canada 2009 General Social
Survey to explore fear of crime, which asked:
How safe do you feel from crime walking alone in your area after dark?
If alone in your home in the evening or at night how do you feel about your personal
safety from crime?
In general how satisfied are you with your personal safety from crime?
The results of these questions showed Waterloo Region residents felt safer than residents in
Ontario or Canada. They also showed a general reduction in fear of crime.

Another fear of crime question was repeated from the previous area survey:
In thinking about your feelings of safety in your downtown area at night, do you feel
very safe, somewhat safe, somewhat unsafe or very unsafe?
These results showed a dramatic drop in fear of crime in downtown areas region wide.

Attitudes related to crime prevention approaches were then explored with three questions:
In your opinion, is substance abuse and addiction better managed in our society using
health approaches, criminal justice approaches or a combination of both?
Which of the ways listed would in your view be the single most effective way to
control crime?
Although reducing crime is a responsibility shared by many, where do you think the
main responsibility lies?
The first question showed that respondents favour a combination of health and criminal justice
approaches to address substance abuse. The three most common answers to the most effective
way to control crime were to reduce unemployment, increase the number of social programs and
to make sentences harsher. Finally, a majority of respondents felt society generally was
responsible for reducing crime.
The drop in fear of crime is a positive outcome and opportunities exist to continue reducing fear
of crime in Waterloo Region by continuing to reduce signs of physical and social disorder.
Ideally this work should be done as a partnership between neighbourhood residents, community
agencies and police.

Introduction
In November 2009 the Waterloo Region Crime Prevention Council released a report examining
fear of crime within Waterloo Region. This report began with a review of the academic literature
related to fear of crime, then summarized the results from the most recent Waterloo Region Area
Survey. These results were then compared to other Waterloo Region surveys.
The report concluded with four recommendations for action within the Region of Waterloo.
2009 Fear of Crime Report Recommendations
The Waterloo Region Crime Prevention Council recommends that:
Recommendation 1:
Local government, Business Improvement Associations, community agencies and
Waterloo Regional Police increase their focus on a multi-sector approach to address the
unique needs of the local communities in Waterloo Region to reduce fear of crime.
Recommendation 2:
Waterloo Region Crime Prevention Council, Waterloo Regional Police, Business
Improvement Associations and Waterloo Region municipal governments employ
strategies to address fear of crime that are based on evidence and are tailored to the
needs of the local communities.
Recommendation 3:
Waterloo Region Crime Prevention Council, Waterloo Regional Police, Business
Improvement Associations and community agencies work to ensure that perceptions of
crime reflect the reality of crime.
Recommendation 4:
Waterloo Region Crime Prevention Council and Waterloo Regional Police collaborate
on future surveys to continue to measure fear of crime in Waterloo Region.

The current report is primarily a follow up to the 2009 Fear of Crime report. The data in this
report, like the previous report, relies upon data gathered by the University of Waterloo Survey
Research Centre from their Waterloo Region Area Survey. The Waterloo Region Area Survey is
run on an irregular basis when the local community interest is large enough to support a random
survey of Waterloo Region residents. Space in the survey is purchased by local governments,
community agencies, and academics.

Survey Title
Citizen Survey
Local Area Survey
Citizen Survey
General Social Survey
Citizen Survey
Local Area Survey
General Social Survey
General Social Survey
Local Area Survey

Conducted by:
Waterloo Region Police Service
UW Survey Research Centre
Waterloo Region Police Service
Statistics Canada
Waterloo Region Police Service
UW Survey Research Centre
Statistics Canada
Statistics Canada
UW Survey Research Centre

Year
2000
2003
2003
2004
2007
2008
2008
2009
2011

Method
Phone
Mail
Phone
Phone
Phone
Mail
Phone
Phone
Phone

The 2003 and 2008 Area Surveys were mail based surveys. The 2011 Area Survey was
conducted using telephone interviews. The difficulties presented by this change will be explored
in the methodology section (see Appendix B for a comparison of sampling issue between
surveys). In addition to using data from the Area Survey this report has also made comparisons
to the 2000, 2003 and 2007 Citizen Survey. This survey is conducted by the Waterloo Regional
Police Service (WRPS) to assist in strategic planning. Data has also been compared to the 2003,
2008 and 2009 General Social Survey’s. These surveys are conducted annually by Statistics
Canada but the focus changes in five year cycles. The 2003 and 2009 versions of this survey’s
explored issues related to victimization and crime, while the 2008 version explored community
participation and social capital.

The 2009 Fear of Crime report primarily explored fear of crime in Waterloo Region. The focus
and purpose of this report is:
1) to track the changes in levels of fear of crime within Waterloo Region,
2) to compare local levels of fear of crime to national and provincial data, and
3) to explore policy opportunities arising from the data which may reduce crime,
victimization and fear of crime within Waterloo Region.

Methodology
The 2011 Waterloo Region Area Survey was a phone survey conducted from May 26 to July 14,
2011. Contact information for Waterloo Region residents was purchased from ASDE Survey
Sampler. The sample included land line numbers and cell phone numbers. At least eight attempts
were made for each phone line that was contacted. If someone answered a landline the
respondent was asked to have the adult with the next birthday come to the phone to complete the
survey. The survey contained questions looking at the following areas:
Mental health measures,
Political participation and political attitudes,
Perceptions of crime in the Region,
Awareness of Women’s Crisis Services in the area,
Attitudes towards storm water management, and
Demographic data.
The final question in the survey asked if participants would be willing to participate in a follow
up interview if $20 was provided in compensation. Fourteen survey respondents who indicated
they would be willing to participate in a follow up interview and whose answers indicated they
had a higher fear of crime were contacted. Ten of these individuals then participated in a follow
up interview. Two individuals who had a low fear of crime were also contacted for a follow up
interview, they both participated. This method of breaking individuals into two groups was
designed by Spelman (2004) who suggested that an appropriate method to address why
individuals fear crime is to conduct a survey to assess an individual’s fear of crime, pull out
respondents with high fear of crime to interview, and then perform policy work on their largest
concerns.
Comparisons are made to the 2003 and 2008 Area Survey’s. Unfortunately these surveys do not
provide a perfect comparison. The 2008 Area Survey almost exclusively surveyed homeowners
with only 10 out of 703 respondents indicating that they rented. The 2008 Area Survey results
appear to be a good sample on most other measures and therefore should be considered a survey
of homeowners. The 2003 survey did not ask individuals if they rent or own their homes. In
addition, the 2003 and 2008 Area Survey’s were conducted using a mail questionnaire. In 2008
the option existed to answer online but most respondents choose to mail back their survey.
Comparisons have also been made to the 2004 and 2009 General Social Survey which were
phone surveys conducted by Statistics Canada. These surveys were conducted Canada wide and
some results, but not all results, are available at the Kitchener Census Metropolitan Area level.
The Kitchener Census Metropolitan Area is not a perfect match for the Region of Waterloo as it
excludes the townships of Wilmot and Wellesley.

The sampling differences with respect to homeowners and renters present a significant challenge
when comparing the results from the 2003, 2008 and 2011Waterloo Region Area Survey.
Additional challenges are presented by moving from a mail survey to a phone survey.
Respondents who answer a phone survey are more likely to provide responses that are positive
than individuals conducting a mail survey, this is called positivity bias (de Leeuw, 1992; Dilman,
et. al, 2009). This has not been an issue in the past, even with the addition of a web option in
2008 as studies have found no difference exists in comparing the results to web and mail surveys
(Yung & Trumbo, 2000; Dilman, et. al, 2009).

Results & Discussion
Response Rate
The survey was conducted from May 26 to July 14, 2011. During that time 610 surveys were
completed (540 on landlines and 70 on cellular phones) and 34 surveys were partially completed.
This took 818 hours of surveying. The survey contact rate was 50%, meaning one out of every
two households that were attempted to be contacted never answered the phone. The survey
response rate was 13%. The response rate was higher on cell phones at 22% then land lines at
12%.
Demographic Data
The survey respondents’ demographics represent the residents of Waterloo Region reasonably
well. Some variation still exists between the actual population, as described by the 2006 census,
and the survey respondents. Most notably, females are over represented in the sample with 60%
of respondents indicating they are female as opposed to the actual population which is 51%. This
gender bias is not surprising as it is well documented in the academic literature that females are
more likely to answer a survey than males (Rourke & Lakner, 1989). The sample is also skewed
with respect to age. More individuals above the age of 55 completed the survey than would be
expected if the survey had interviewed a proportion of individuals over the age of 55 that is
reflective of the actual population of individuals above the age of 55. With individuals between
the ages of 18 to 34 the opposite problem is presented with fewer individuals in this age group
surveyed than would be expected. The survey did not attempt to interview anyone under the age
of 18. The survey respondents were also on average wealthier than the residents of Waterloo
Region. Income was estimated based upon job codes and matching salaries from 2005. The
average salary1 according to the survey was $47,645 which is higher than the average salary in
the region of $38,474. Comparing the results based on municipality of residence shows an under
sampling of residents from Cambridge, with an over sampling for Waterloo and Kitchener.
City
Cambridge
Kitchener
Waterloo
Townships
Waterloo Region

1

Population
120,371
204,668
97,475
55,607
478,121

Percentage of
Population
25.2%
42.8%
20.4%
11.6%
100%

Survey
Respondents
115
292
163
74
644

When referring to the average salary this report uses the mean salary.

Percentage of
Respondents
17.9%
45.3%
25.3%
11.5%
100%

The survey respondents were also less likely to have moved in the last five years than the general
population. Seventy-one percent of survey respondents indicated they had not moved in the last
five years as opposed to 56% of the actual population. These results are not surprising given the
age and income characteristics of the respondents.

Figure #1 Place of Residence Five Years Ago

The survey closely matches when examining renting verses homeowners with 76% of
respondents owning their home compared to 71% of the actual population which owned their
home in 2006. The survey appropriately reflected country of birth as well, with 80% of survey
respondents indicating they were born in Canada compared to the actual percentage which was
78% in 2006. These comparisons to the census show the survey results represent the residents of
Waterloo Region reasonably well2.
Waterloo Region Perceptions of Crime
During the 2003 and 2008 Area Survey respondents were asked about their perceptions of crime
in their area and within the region as whole. These questions were asked again in 2011.

2

Weights were considered based upon gender and age, and municipality and age. After
reviewing the results with weights it was decided not to re-weight the sample for this report.
Since, the weighted results reduced fear of crime the results are presented unweighted in the
interest of presenting a conservative picture of the perceptions of crime in Waterloo Region.
Weighted results based upon gender and age can be found in Appendix C.

The question about crime in the Region asked: During the last five years, do you think that crime
in Waterloo Region has remained about the same, decreased or increased? The results indicate a
majority of respondents (53.9%) thought crime had remained about the same. The second most
common answer was that crime had increased (32.3%) with the least number of respondents
thinking crime had decreased (13.7%).

Figure #2: Perceptions of Crime in Waterloo Region

These results show a dramatic drop in the number of people who thought crime had increased.
During the 2003 survey 54.2% thought crime had increased and in the 2008 survey 53.1%
thought crime increased. In 2011 this number dropped to 32.3%. Survey results represent an
estimate on the beliefs of the entire population. These estimates are typically off by a little bit; by
using confidence intervals it is possible to know with reasonable certainty a range within which
the actual beliefs of the population fall. This is expressed as a confidence interval. For example,
using the 95% confidence interval we can say that we are confident that 19 times out of 20 the
respondents fall within a range. Comparing the results from 2003, 2008 and 2011 the change in
response can be seen as statistically significant at the 95% confidence interval34.

3

All confidence intervals calculated using The Survey System Confidence Interval Calculator
found at www.surveysystem.com/sscalc.htm
4
54.2% +/-3.9 in 2003, 53.1% +/-3.8 in 2008 and 32.3 +/-3.9 in 2011

Figure #3: Crime in Waterloo Region Has Increased with 95% Confidence Intervals
The best measure of the crime rate available is police reported crimes. It is important to note that
police reported crime is a significant undercount of actual crimes with Statistics Canada
estimating that only 1/3 of crimes are reported to police (Perreault & Brennan, 2010). Statistics
Canada annually reports police reported crime statistics for Waterloo Region. These numbers
allow us to see if perception reflects reality.
The question asked if during the previous five years crime had changed in Waterloo Region,
Results are not available for 2011 but if we compare 2010 to 2006 we see that crime had dropped
12%. Comparing 2008 to 2003 we see an 8% drop in crime and comparing 2003 to 1998 we see
an 18% decrease in crime. Despite these drops a majority of respondents in 1998 and 2003
thought that crime was increasing. In contrast two-thirds of the 2011 survey respondent’s state
crime is about the same or decreasing.

Figure #4: Kitchener Census Metropolitan Area Crime Rate

To test the limitations when comparing the 2008 sample, the results of homeowners and renters
were compared5. Results show that renters were more likely to think crime is increasing than
homeowners6. This leads credibility to these results. Since the 2008 sample contains more
homeowners these results show that if there is a bias in the 2008 results it is likely that it is
towards less individuals reporting they believe crime is increasing than the actual population.
However, these results should still be interpreted carefully as there is still the possibility of a
positivity bias.
The survey also asked a follow up question which focused more specifically on crime in the
respondent’s immediate neighbourhood. Interviewees were asked: During the last five years, do
you think that crime in your neighbourhood has increased, decreased or remained about the
same? The results indicate that a majority of respondents (67.7%) thought crime in their
neighbourhood had remained about the same. In contrast not as many respondents thought crime
had increased (17.8%) or decreased (14.5%).

Figure# 5 Perceptions of Crime in Respondents Neighbourhood
Once again these results compare favourably to the 2003 and 2008 Area Survey as significantly
less respondents in 2011 think that crime has increased. In 2003’s survey 25.4% thought crime
increased in their neighbourhood and in 2008’s survey 22.1% thought it had increased, but by
2011 this number dropped to 17.8%. These results can once again be compared using confidence
intervals which show that the change is statistically significant7.

5

This comparison was made using a t-test.
These results were significant at the 0.1 level.
7
25.4% +/-3.4 in 2003, 22.1% +/-3.1 in 2008 and 17.8% +/-3.1 in 2011.
6

Figure #6: Crime in Respondents Neighbourhood Has Increased with 95% Confidence Intervals

To test the limitations when comparing to the 2008 sample the results of homeowners and renters
were compared8. The results found no statistically significant difference between renters and
homeowners responses.
This survey question offers a second test on validity as a similar question was asked during the
2000, 2003 and 2007 WRPS Citizen Survey. This survey was also a phone survey, so positivity
bias does not present a problem when comparing the results. However, in the Citizen Survey as
opposed to asking about crime in the last five years in respondents neighbourhoods the related
survey question asked about the past three years: During the past three years, would you say the
level of crime in your neighbourhood has increased, decreased or remained the same? These
results are therefore not a perfect comparison but should provide a reasonable approximation.

8

This comparison was made using a t-test.

Figure #7: WRPS Citizen Survey Results - Crime in Respondents Neighbourhood
The results from the Citizen Survey and the Local Area Survey show that the percentage of
individuals that think crime is increasing in their neighbourhood has been steadily declining over
the past decade.
Waterloo Region Fear of Crime
Four survey questions explored fear of crime in different locations and situations. The first
survey question explored fear of crime after dark in respondent’s neighbourhoods. It asked:
How safe do you feel from crime walking alone in your area after dark? The results to this
question show 82.9% of respondents feel very safe or reasonably safe. A similar question was
asked in the 2008 Area Survey and the 2007 Citizen Survey. This question asked: In thinking
about your feelings of safety in your neighbourhood at night please indicate whether your feel
very safe, somewhat safe, somewhat unsafe or very unsafe during night time hours while walking
in your neighbourhood? The results from these surveys were lower with 75.5% of 2008
respondents and 74.4% of 2007 respondents indicating they felt very safe or somewhat safe.
2011 Area Survey

2008 Area Survey

2007 Citizen Survey

Very Safe

35.6%

Very Safe

28.7%

40%

Reasonably
Safe

47.3%

Somewhat
Safe

46.6%

34%

Somewhat
Unsafe

12.6%

Somewhat
Unsafe

20.4%

21%

4.4%

Very Unsafe

Very Unsafe

4.4%

5%

The question, how safe do you feel from crime walking alone in your area after dark? was also
asked on the 2009 and 2004 General Social Survey (GSS) by Statistics Canada. This provides
additional opportunities for comparison. When the results are compared between the 2011 Area
Survey and the 2009 GSS Waterloo Region’s results are similar to Ontario and Canada’s results.

Figure #8: Feelings While Walking Alone After Dark in Respondents Area
The results also appear to be relatively stable over time as it is possible to compare the results to
the 2009 General Social Survey. This survey shows that for the Kitchener CMA 79% of
respondents felt very safe or reasonably safe which is comparable to 2011 when 82.9% of
respondents indicated feeling very safe or reasonably safe. The results are also relatively stable
from 2004 to 2009 for Canada and Ontario.
2011 Area Survey
Waterloo Region

2009 General Social Survey
2004 General Social Survey
Canada Ontario Kitchener CMA Canada
Ontario

Very Safe

35.6%

40.8%

40.4%

37.5%

40.6%

37.6%

Reasonably
Safe

47.3%

43.8%

46.3%

41.5%

43.4%

45.7%

Very Safe/
Reasonably
Safe

82.9%

84.5%

86.7%

79.0%

84.0%

83.4%

The 2011 Area Survey copied a second question from the 2004 and 2009 GSS: If alone in your
home in the evening or at night how do you feel about your safety from crime? The results for
Waterloo Region closely matched the 2009 Canada and Ontario results with 82.8% of Area
Survey participants indicating they were not at all worried about crime at home in the evening.

Figure #9: Feelings of Safety in Respondents Home After Dark

2011 Area Survey
Waterloo Region
Not at All
Worried

82.8%

2009 General Social Survey
Canada
Ontario
83.2%

84.0%

2004 General Social Survey
Canada
Ontario
80.4%

79.5%

Finally, in the 2011 Area Survey a third question was repeated from the 2004 and 2009 GSS: In
general how satisfied are you with your personal safety from crime? The results to this question
show 96.9% of respondents are satisfied with their personal safety from crime. This result is
approximately the same as the results for the Kitchener Census Metropolitan Area in the 2009
GSS where 96.3% of respondents felt satisfied. High satisfaction rates for safety from crime are
also seen in Ontario and Canada.

Figure #10: Respondents General Satisfaction with Safety from Crime

2011 Area Survey
Waterloo Region

2009 General Social Survey
2004 General Social Survey
Canada Ontario Kitchener CMA Canada
Ontario
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Satisfied

61.0%

50.2%

55.7%
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49.7%

Somewhat
Satisfied

35.9%

44.4%

40.4%

33.3%

48.9%

46.4%
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Somewhat
Satisfied

96.9%

94.7%

96.0%

96.3%

95.9%

96.1%

The next question asked: In thinking about your feelings of safety in your downtown area at
night, do you feel very safe, somewhat safe, somewhat unsafe or very unsafe? These results show
a dramatic drop in fear of crime in the downtown cores. In the 2007 WRPS Citizen Survey 48%
of respondents indicated they felt somewhat unsafe or very unsafe in their downtown area. A
similar result was obtained in the 2008 Area Survey with 47.5% of respondents indicating they
felt somewhat unsafe or very unsafe in their downtown. The 2011 Area Survey shows a dramatic
drop with only 36.8% of respondents indicating they felt somewhat unsafe or very unsafe in their
downtown.

Figure #11: Respondents Feelings of Safety in Downtown Core

Area Survey
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2008

Citizen Survey
2007

Very Safe

21.5%

16.7%

15%

Somewhat
Safe

41.6%

35.8%

37%

Somewhat
Unsafe

25.5%

31.5%

26%

Very
Unsafe

11.3%

16.0%

22%

The results from the 2008 and 2011 Area Survey were also examined by city. Combining the
respondents that said they felt somewhat unsafe and very unsafe shows a drop from 2008 to 2011
in every city within Waterloo Region and the townships as a whole.

Figure #12: Percent Reporting Feeling Somewhat or Very Unsafe and 95% Confidence Interval

Figure #13: Percent Reporting Feeling Somewhat or Very Unsafe and 95% Confidence Interval

Figure #14: Percent Reporting Feeling Somewhat or Very Unsafe and 95% Confidence Interval

Since the 2008 Area Survey included mostly home owners a test was performed using the 2011
survey to compare home owners fear in the downtown with renters9. The results showed that
renters were more fearful in the downtown core10. This indicates that the 2008 survey results
may have under-represented the fear of crime in downtown areas.
The 2007 WRPS Citizen Survey results were also explored by city. When these results are
compared to the 2011 and 2008 Area Survey the results are relatively similar in 2008 and once
again show a significant drop in 2011 of number of respondents indicating they feel somewhat
unsafe or very unsafe in their downtown area at night.
Waterloo Region Attitudes Related to Crime Prevention
The next questions explored opinions on how to address crime. The first question in this area
asked: In your opinion, is substance abuse and addiction better managed in our society using
health approaches, criminal justice approaches or a combination of both? This question was
repeated from the 2008 Area Survey. The results once again indicated that respondents felt a
combination of both was the best approach (87.7%) and the second choice was health approaches
(11.6%).
Area Survey
Health approaches
Criminal justice approaches
9

This was examined using a t-test.
This result was significant at the .001 level.
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2011
11.6%
0.7%

2008
20.1%
1.6%

A combination of both
Sample Size

87.7%
587

78.3%
672

The next question was a repeat from a 1985-1986 Gallop Poll question asked across Canada.
This question asked: Which of the ways listed would in your view be the single most effective way
to control crime? Three answers stood out as the most common: to reduce unemployment at
25.9%, to increase the number of social programs at 24.8% and making sentences harsher at
22.5%. The forth most common answer with 11.5% was increase the number of police and the
fifth most common answer with 10.4% was increase the use of alternatives to incarceration. A
total of 4.9% of respondents reported they did not know or did not answer the question.

Figure #15: Most Effective Way to Control Crime
These results represent a large change from 1986. Reducing unemployment as an answer was the
most common answer (41%), make sentences harsher was second (27%) and increase number of
social programs was much lower (10%). These comparisons should be viewed with caution as
they may be showing difference between Canada and Waterloo Region, differences in time or
possibly both.
1985-1986 Canada Wide - Canadian Gallop Poll
Reduce Level of Unemployment
Make Sentences Harsher
Increase the Use of Alternatives to Incarceration
Increase the Number of Social Programs
Increased the Number of Police
Other/Don't Know/ Not Stated

41%
27%
13%
10%
4%
5%

2011 Area Survey
25.9%
22.5%
10.4%
24.8%
11.5%
4.9%

The next question asked: Although reducing crime is a responsibility shared by many, where do
you think the main responsibility lies? This survey question was a repeat of a question asked on
the 1985-1986 Gallop Poll. The most common answer on this question in the 2011 Area Survey
was society generally at 62.8%, courts were next at 11.7%, followed closely by community
programs at 11.4%, then police at 6.8%, and then corrections at 3.1%. A total of 4.2% of
respondents reported they did not know, did not answer the question or had an unlisted opinion.
Among those that indicated they had a different opinion than was listed the most common
answer was family or parents, followed by the government.

Figure #16: Who is Responsible for Crime Control
The order of the results in the 2011 Area Survey was the same as in the 1985-1986 Gallop Poll.
However, there was an increase in the number of respondents that indicated Society Generally
(47% in 1986) and a decrease in number of respondents that said courts (24% in 1986). Once
again these comparisons should be viewed with caution as they may be showing difference
between Canada and Waterloo Region, differences in time or possibly both.
1985-1986 Canada Wide - Canadian Gallop Poll
Society generally
47%
Courts
24%
Community programs
10%
Police
8%

2011 Area Survey
62.8%
11.7%
11.4%
6.8%

Corrections
Other/ Don't Know/ Not Stated

6%
5%

3.1%
4.2%

In-Depth Fear of Crime Interviews
Twelve in-depth interviews were conducted with individuals who participated in the Waterloo
Region Area Survey and consent to a follow up interview. An index was built to measure fear of
crime by combining the results from the following three survey questions:
How safe do you feel from crime walking alone in your area after dark?
If alone in your home in the evening or at night how do you feel about your safety from
crime?
In general how satisfied are you with your personal safety from crime?
Individuals could score from 0 to 3 on this index. Individuals with scores below 1 were classified
as having low fear of crime, from 1 to 2 as having moderate fear of crime and above two as
having high fear of crime. Four individuals with high fear of crime, six individuals with
moderate fear of crime and two individuals with low fear of crime were interviewed. The gender
split of interviewees was four males and eight females. The Waterloo Region Area Survey asked
these individuals if they had been a victim of crime. Seven indicated they had been a victim more
than one year ago, three had been victims in the past year and two had never been a victim of
crime. The final question each person was asked during the follow up interview was Generally
speaking would you say that most people can be trusted or that you cannot be too careful in
dealing with people? This is a widely accepted and simple measure of social capital (Halpern,
2005, p. 33). Five interviewees indicated they believed most people can be trusted and seven felt
that you cannot be too careful in dealing with people.
Gender
Male
Female
Female
Female
Male
Male
Female
Female
Female
Female
Male
Female

Fear
High
High
High
High
Moderate
Moderate
Moderate
Moderate
Moderate
Moderate
Low
Low

Past Victimization
Past Week
Past year
Past year
More than one year
More than one year
Never a victim
More than one year
More than one year
More than one year
More than one year
More than one year
Never a victim

Generally speaking would you say
Cannot be too careful in dealing with people
Cannot be too careful in dealing with people
Cannot be too careful in dealing with people
Cannot be too careful in dealing with people
Cannot be too careful in dealing with people
Most people can be trusted
Cannot be too careful in dealing with people
Cannot be too careful in dealing with people
Most people can be trusted
Most people can be trusted
Most people can be trusted
Most people can be trusted

The results of these interviews were coded using an open coding scheme based upon a grounded
theory approach. Six themes emerged from these interviews. The first theme was social disorder.

This theme was primarily a validation of existing theory which argues that social disorder is a
cause of fear of crime (Wilson & Kelling, 1982; Kohm, 2009; Fitzgerald, 2009). Social disorder
occurs when there are visible indications of a lack of social control in a neighbourhood involving
individuals. For example, this could include seeing drug deals done in public or individuals
openly soliciting for the purposes of prostitution.
When individuals were asked what made them afraid of crime they repeatedly noted issues of
social disorder. One respondent cited concerns about seeing people using drugs and tied it to
crime simply stating “with drugs comes crime.” Another individual noted concern about gangs
operating in areas stating “You know which areas to kind of stay out of because they’re known
for gang activity” and another person expressed concern about seeing “Groups of kids hanging
around on street corners”. These are all classic examples of social disorder. Interestingly, when a
few individuals indicated that they thought their downtown area had become safer they were
asked what showed them it was safe. These individuals noted some social disorder issues
improving but they mostly discussed signs of physical disorder improving. Physical disorder is
similar to social disorder, except that it identifies signs of lack of control in an area that do not
directly involve people. Graffiti, litter and vandalism are all considered physical disorder.
Respondents who noted an improvement in downtown areas generally talked about improved
maintenance of buildings along side other changes. For example one individual stated the city
had “cleaned up a lot of the buildings around there, or generally have done some focus on
redevelopment and bringing people into the areas.”
Two themes emerged as individuals talked about things that would make them feel safer in their
communities. One thing noted by a number of respondents is an increase in community policing.
Some respondents explicitly stated that they would like to see an increase in community
policing. Other individuals described activities commonly associated with community policing.
For example, one interviewee said “I feel safer around spring and summer and that is because I
know they have officers patrolling on bikes”. Additionally the idea of Community Crime
Prevention Programs emerged as a theme. A few individuals explicitly noted the program
neighbourhood watch. Others when prompted about neighbourhood watch or block parent
programs expressed support. For example, when one interviewee was asked if a neighbourhood
watch program would make her feel safer she said “Oh, my gosh! Absolutely!”
Some individuals when asked about neighbourhood watch brought up the third theme informal
watch. These individuals said that an informal neighbourhood watch already existed in their area.
One respondent put it succinctly stating “We all look out for each other”. A few other
respondents talked about things they have done to keep an eye on the neighbourhood. For
example, one person said “If I see people walking around the neighbourhood, even if it’s doorto-door people, I watch” and another talked about a specific issue saying “Once there was a van
and it appeared to be watching a neighbour’s place, and I called the police”. These individuals

felt that keeping an eye out for crime in a neighbourhood is one way a community can help to
reduce crime.
Individuals also discussed measures they personally took to reduce crime. Almost everyone took
some sort of protective measures. The amount of protective measures individuals took increased
as their fear of crime increased. When asked about protective measures almost all respondents
covered locking their doors. Then as individuals fear increased they discussed more measures,
like limiting walking at night or installing a security system. Persons with high fear of crime
were more likely to discuss moving. For example one individual with particularly high fear noted
that not only were they moving, their neighbours were as well. She said “Well, our neighbour to
our right is moving, our neighbour to our left is talking about moving, and we’re moving in, like,
about a month-and-a-half”. A number of individuals with high fear of crime also noted protective
measures they took with respect to their children and grandchildren. One of these people noted
the difficulty with this approach. She talked about an increased fear of crime leading to an
increase in parents driving their children to school, which she argued made the neighbourhood
less safe because when parents walked their kids to school “…then you have all these eyes out
there looking out for anything, not just the kids. Anything”.
The final theme that emerged took a different direction. Nine out of the twelve respondents
indicated scepticism of federal political parties’ plans to address crime. This scepticism was put
succinctly by one respondent when asked if any political party had a good plan to address crime,
he said “From one to another, I don’t know at the moment”. Despite a general scepticism about
federal parties plans to address crime there was no consensus on how best to address crime.
Some respondents argued for an approach focused upon longer sentences for offenders, others
argued for an increase in social programs and some argued for an approach that balanced these
two methods. One person arguing for the balanced approach said “A diversified plan would
probably have more effectiveness”.
Waterloo Region Social Capital
The interview findings present opportunities when combined with results from the 2008 General
Social Survey. This survey contains two questions related to social capital which can be reported
based upon the boundaries of the Kitchener Census Metropolitan Area. The first question asks
Generally speaking, would you say that most people can be trusted or that you cannot be too
careful in dealing with people? This, as previously mentioned, is a simple and widely accepted
measure of social capital (Halpern, 2005, p. 33). The results show that 52% of people in the
Kitchener CMA think most people can be trusted, this compares to 46% or respondents in
Canada and 49% or respondents in Ontario who felt most people could be trusted. The second
question asked Using a scale of 1 to 5 where 1 means ‘cannot be trusted at all’ and 5 means ‘can
be trusted a lot’ how much do you trust people in your neighbourhood? In the Kitchener CMA

61% of respondents answered a four or a five, this compared to 44% in Canada and 45% in
Ontario.

Figure #17: Most People Can Be Trusted with 95% Confidence Intervals

Figure #18: People in the Neighbourhood Can be Trusted with 95% Confidence Intervals

Conclusions
The results from the 2011 Waterloo Region Area Survey are a positive sign for Waterloo Region.
Fear of crime has shown a significant drop. This drop is seen region wide. In addition,
perceptions of crime rates have begun to closer reflect actual police data with significantly less
respondents thinking that crime had increased in the last five years. The report also highlights
some areas where continued work is needed as fear of crime remains higher in downtown
Kitchener and Cambridge. However, both of these areas saw a decline in fear from previous
surveys indicating that the measures taken to improve community perceptions of these areas
have started to have an effect.
The drop in fear of crime Region wide is positive but continued improvement will require
continued community efforts. The survey provides some insights into where the public expects
efforts to focus. Interviewees’ highlighted fear of crime is partially caused by seeing individuals
with substance abuse issues using drugs in public. The survey results suggest the public
overwhelmingly expects this issue to be addressed by a combination of health approaches and
criminal justice approaches. The survey also suggested Waterloo Region residents favour three
approaches to addressing crime; increasing social programs, increasing employment or
implementing harsher sentences. They also believe that society generally has an important role to
play in reducing crime.
When these results were explored in the follow up interviews three themes emerged that are
noteworthy. People believe community policing can reduce crime. Many people informally
watch their neighbourhood to keep an eye out for crime and there is a willingness to devote time
to a community crime prevention program if one was developed.

The 2004 General Social Survey results suggest that social capital within Waterloo Region is
particularly strong. This could aid in expanding community crime prevention initiatives, like
neighbourhood watch, throughout Waterloo Region. This approach should be considered as
Morenoff, Sampson & Raudenbush (2001) found that strong social ties in themselves were not
enough to prevent crime; instead strong social ties gave communities the means to exercise
informal social control. If a community does not exercise social control, having strong social ties
alone will not prevent crime. Facilitating the creation of community crime prevention initiatives
is an effective means to turn social ties into social control.
Neighbourhood watch is one specific idea suggested by interviewees. The research suggests
there may be opportunities to expand neighbourhood watch to additional communities’ throughout Waterloo Region. This could represent a positive opportunity for the region as a number of

academic papers reviewing studies of neighbourhood watch have found them to be generally
effective at addressing crime issues, with neighbourhood watching being seen as particularly
effective at reducing break and enters (Bennet, Holloway & Farrington, 2006; Bennet, Holloway
& Farrington, 2009; Garofalo & McLeod, 1989). However, this approach should be approached
cautiously as neighbourhood watch is not a panacea and when it is implemented poorly it can
actually increase fear of crime (Rosenbaum, 1987). There is also evidence to suggest that the
location of neighbourhood watch matters. Neighbourhood watches started in neighbourhoods
without a crime issue are generally thought to be ineffective (Waller, 2006).
In the 2008 Report, Fear of Crime: Perceptions in Waterloo Region, the importance of
addressing community disorder was discussed. The results from this study affirm the need to
continue this focus as in-depth interviews showed that fear is associated with signs of social
disorder. One possible approach to address fear of crime within Waterloo Region would be to
focus on areas with higher fear of crime and attempting to reduce signs of physical and social
disorder. Reducing signs of disorder is most effective when it involves neighbourhood residents,
police and community partners (Braga & Bond, 2008). This type of approach is ideal as
Waterloo Region has consistently favoured using partnerships to address crime, victimization
and fear of crime.

Appendix A: Selected 2011 Waterloo Region Area Survey Questions
F1) During the last five years, do you think that crime in Waterloo region has increased, decreased or remained about the same?
F2) During the last five years, do you think that crime in your neighbourhood has increased,
decreased, or remained about the same?
F3) How safe do you feel from crime walking alone in your area after dark, very safe, reasonably safe, somewhat unsafe or very unsafe?
F4) If alone in your home in the evening or at night how do you feel about your safety from
crime, very worried, somewhat worried or not at all worried?
F5) In general how satisfied are you with your personal safety from crime, very satisfied,
somewhat satisfied, somewhat dissatisfied, or very dissatisfied?
F6) In thinking about your feelings of safety in your downtown area at night, do you feel, very
safe, somewhat safe, somewhat unsafe, or very unsafe?
F7) In your opinion, is substance use and addiction better managed in our society using, health
approaches, criminal justice approaches or a combination of both?
F8) Which of the ways listed would in your view be the single most effective way to control
crime, reduce level of unemployment, make sentences harsher, increase the use of alternatives to incarceration, increase the number of social programs or increase the number of police?
F9) Although reducing crime is a responsibility shared by many, where do you think the main
responsibility lies, society generally, courts, community programs, police, corrections or
other (Specify)?

Appendix B: Survey Sampling Issues
Survey
Citizen Survey
Local Area Survey
Citizen Survey
General Social Survey

Year
2000
2003
2003
2004

Citizen Survey

2007

Local Area Survey
General Social Survey
General Social Survey

2008
2008
2009

Local Area Survey

2011

Major Sampling Issues
Unknown data not available
Suspected bias towards homeowners
Unknown data not available
None, sample is weighted to reflect demographics
Gender bias towards females, age bias towards older
respondents, over samples the City of Waterloo
Survey focuses on homeowners
None, sample is weighted to reflect demographics
None, sample is weighted to reflect demographics
Gender bias towards females, age bias towards older
respondents, over samples the City of Kitchener

Appendix C: 2011 Waterloo Region Area Survey Results
Unweighted Results
During the last five years, do you think that crime in Waterloo region has increased, decreased or
remained about the same?
Frequency
Percentage
Increased
186
32.3
Decreased
79
13.7
Remained About the Same
310
53.9
Total
575
99.9
During the last five years, do you think that crime in your neighbourhood has increased,
decreased, or remained about the same?
Frequency
Percentage
Increased
107
17.8
Decreased
87
14.5
Remained About the Same
406
67.7
Total
600
100
How safe do you feel from crime walking alone in your area after dark, very safe, reasonably
safe, somewhat unsafe or very unsafe?
Frequency
Percentage
Very Safe
217
35.6
Reasonably Safe
288
47.3
Somewhat Unsafe
77
12.6
Very Unsafe
27
4.4
Total
609
99.9
If alone in your home in the evening or at night how do you feel about your safety from crime,
very worried, somewhat worried or not at all worried?
Frequency
Percentage
Very Worried
4
0.6
Somewhat Worried
102
16.5
Not At All Worried
512
82.8
Total
618
100
In general how satisfied are you with your personal safety from crime, very satisfied, somewhat
satisfied, somewhat dissatisfied, or very dissatisfied?
Frequency
Percentage
Very Satisfied
376
60.9
Somewhat Satisfied
221
35.8
Somewhat Dissatisfied
19
3.1
Very Dissatisfied
1
0.2
Total
617
100

In thinking about your feelings of safety in your downtown area at night, do you feel, very safe,
somewhat safe, somewhat unsafe, or very unsafe?
Frequency
Percentage
Very Safe
127
21.5
Somewhat Safe
246
41.6
Somewhat Unsafe
151
25.5
Very Unsafe
67
11.3
Total
591
99.9
In your opinion, is substance use and addiction better managed in our society using, health
approaches, criminal justice approaches or a combination of both?
Frequency
Percentage
Health Approaches
68
11.6
Criminal Justice Approaches
4
0.7
A Combination of Both
515
87.7
Total
587
100
Which of the ways listed would in your view be the single most effective way to control crime,
reduce level of unemployment, make sentences harsher, increase the use of alternatives to
incarceration, increase the number of social programs or increase the number of police?
Frequency
Percentage
Reduce Level of Unemployment
160
25.9
Make Sentences Harsher
139
22.5
Increase the Use of Alternatives
64
10.4
to Incarceration
Increase the Number of Social
153
24.8
Programs
Increase the Number of Police
71
11.5
Don’t Know/Refused
30
4.9
Total
617
100
Although reducing crime is a responsibility shared by many, where do you think the main
responsibility lies, society generally, courts, community programs, police, corrections or other
(Specify)?
Frequency
Percentage
Society Generally
387
62.8
Courts
72
11.7
Community Programs
70
11.4
Police
42
6.8
Corrections
19
3.1
Other
11
1.8
Don’t Know/Refused
15
2.4
Total
100

How safe do you feel from crime walking alone in your area after dark, very safe,
reasonably safe, somewhat unsafe or very unsafe?
(n = 608 2 =14.21, df = 15, p = .510)
Age
Very Safe Reasonably Safe Somewhat Unsafe
Very Unsafe
18 to 24
16
20
6
1
25 to 34
28
38
4
2
35 to 44
42
53
12
5
45 to 54
51
54
15
5
55 to 64
40
48
21
5
65 plus
40
74
19
9
How safe do you feel from crime walking alone in your area after dark, very safe,
reasonably safe, somewhat unsafe or very unsafe?
(n = 598 2 =49.51, df = 3, p < .001)
Very Safe Reasonably Safe Somewhat Unsafe
Very Unsafe
Rent
29
61
35
15
Own
186
219
41
12
How safe do you feel from crime walking alone in your area after dark, very safe,
reasonably safe, somewhat unsafe or very unsafe?
(n = 608 2 =71.30, df = 3, p < .001)
Gender
Very Safe Reasonably Safe Somewhat Unsafe
Very Unsafe
Female
86
182
66
25
Male
131
105
11
2
How safe do you feel from crime walking alone in your area after dark, very safe,
reasonably safe, somewhat unsafe or very unsafe?
(n = 609 2 =26.38, df = 9, p < .005)
City
Very Safe Reasonably Safe Somewhat Unsafe
Very Unsafe
Cambridge
35
62
15
3
Kitchener
78
133
42
17
Waterloo
67
65
17
6
Townships
37
28
3
1

If alone in your home in the evening or at night how do you feel about your safety from
crime, very worried, somewhat worried or not at all worried?
(n = 617 2 =3.67, df = 5, p = .598)
Age
Not at All Worried
Somewhat Worried or Very Worried
18 to 24
34
9
25 to 34
60
11
35 to 44
90
22
45 to 54
104
22
55 to 64
92
22

65 plus

132

19

If alone in your home in the evening or at night how do you feel about your safety from
crime, very worried, somewhat worried or not at all worried?
(n = 608 2 =2.54, df = 1, p = .111)
Not at All Worried
Somewhat Worried or Very Worried
Rent
112
31
Own
391
74
If alone in your home in the evening or at night how do you feel about your safety from
crime, very worried, somewhat worried or not at all worried?
(n = 617 2 =23.10, df = 1, p < .001)
Gender
Not at All Worried
Somewhat Worried or Very Worried
Female
281
85
Male
230
21
If alone in your home in the evening or at night how do you feel about your safety from
crime, very worried, somewhat worried or not at all worried?
(n = 618 2 =10.24, df = 3, p < .050)
City
Not at All Worried
Somewhat Worried or Very Worried
Cambridge
87
28
Kitchener
222
51
Waterloo
137
21
Townships
66
6
In general how satisfied are you with your personal safety from crime, very satisfied,
somewhat satisfied, somewhat dissatisfied, or very dissatisfied?
(n = 616 2 =7.95, df = 10, p = .634)
Age
Very Satisfied
Somewhat Satisfied
Somewhat Dissatisfied or
Very Dissatisfied
18 to 24
28
14
1
25 to 34
42
25
4
35 to 44
70
39
3
45 to 54
77
43
6
55 to 64
61
49
4
65 plus
98
50
2
In general how satisfied are you with your personal safety from crime, very satisfied,
somewhat satisfied, somewhat dissatisfied, or very dissatisfied?
(n = 607 2 =5.52, df = 2, p < .100)
Very Satisfied
Somewhat Satisfied
Somewhat Dissatisfied or
Very Dissatisfied
Rent
75
60
7
Own
294
158
13

In general how satisfied are you with your personal safety from crime, very satisfied,
somewhat satisfied, somewhat dissatisfied, or very dissatisfied?
(n = 616 2 =13.12, df = 2, p < .005)
Gender
Very Satisfied
Somewhat Satisfied
Somewhat Dissatisfied or
Very Dissatisfied
Female
201
149
15
Male
174
72
5
In general how satisfied are you with your personal safety from crime, very satisfied,
somewhat satisfied, somewhat dissatisfied, or very dissatisfied?
(n = 617 2 =11.90, df = 6, p < .100)
City
Very Satisfied
Somewhat Satisfied
Somewhat Dissatisfied or
Very Dissatisfied
Cambridge
71
38
6
Kitchener
151
111
11
Waterloo
104
52
1
Townships
50
20
2
In thinking about your feelings of safety in your downtown area at night, do you feel, very
safe, somewhat safe, somewhat unsafe, or very unsafe?
(n = 590 2 =14.29, df = 10, p = .160)
Age
Very Safe Somewhat Safe
Somewhat Unsafe or Very Unsafe
18 to 24
13
16
14
25 to 34
12
41
17
35 to 44
19
48
43
45 to 54
30
48
45
55 to 64
24
44
44
65 plus
29
48
55
In thinking about your feelings of safety in your downtown area at night, do you feel, very
safe, somewhat safe, somewhat unsafe, or very unsafe?
(n = 582 2 =15.31, df = 2, p < .001)
Very Safe Somewhat Safe
Somewhat Unsafe or Very Unsafe
Rent
25
42
70
Own
100
199
146
In thinking about your feelings of safety in your downtown area at night, do you feel, very
safe, somewhat safe, somewhat unsafe, or very unsafe?
(n = 590 2 =36.56, df = 2, p < .001)
Gender
Very Safe Somewhat Safe
Somewhat Unsafe or Very Unsafe
Female
58
130
163
Male
69
116
54
In thinking about your feelings of safety in your downtown area at night, do you feel, very

safe, somewhat safe, somewhat unsafe, or very unsafe?
(n = 591 2 =76.47, df = 6, p < .001)
City
Very Safe Somewhat Safe
Somewhat Unsafe or Very Unsafe
Cambridge
17
48
46
Kitchener
30
101
130
Waterloo
48
72
32
Townships
32
25
10

Weighted Results
The following results have been weighted for age and gender.
During the last five years, do you think that crime in Waterloo region has increased, decreased or
remained about the same?
Frequency
Percentage
Increased
171
13.9
Decreased
80
56.5
Remained About the Same
325
29.6
Total
575
100
During the last five years, do you think that crime in your neighbourhood has increased,
decreased, or remained about the same?
Frequency
Percentage
Increased
105
17.4
Decreased
88
14.6
Remained About the Same
410
68.0
Total
603
100
How safe do you feel from crime walking alone in your area after dark, very safe, reasonably
safe, somewhat unsafe or very unsafe?
Frequency
Percentage
Very Safe
247
40.1
Reasonably Safe
279
45.2
Somewhat Unsafe
69
11.2
Very Unsafe
22
3.5
Total
616
100
If alone in your home in the evening or at night how do you feel about your safety from crime,
very worried, somewhat worried or not at all worried?
Frequency
Percentage
Very Worried
3
0.6
Somewhat Worried
99
16.0
Not At All Worried
519
83.5

Total

100

In general how satisfied are you with your personal safety from crime, very satisfied, somewhat
satisfied, somewhat dissatisfied, or very dissatisfied?
Frequency
Percentage
Very Satisfied
389
62.6
Somewhat Satisfied
212
34.2
Somewhat Dissatisfied
19
3.1
Very Dissatisfied
1
0.1
Total
100

In thinking about your feelings of safety in your downtown area at night, do you feel, very safe,
somewhat safe, somewhat unsafe, or very unsafe?
Frequency
Percentage
Very Safe
134
22.3
Somewhat Safe
270
44.9
Somewhat Unsafe
141
23.5
Very Unsafe
56
9.3
Total
601
100
In your opinion, is substance use and addiction better managed in our society using, health
approaches, criminal justice approaches or a combination of both?
Frequency
Percentage
Health Approaches
75
12.7
Criminal Justice Approaches
3
0.5
A Combination of Both
514
86.8
Total
592
100
Which of the ways listed would in your view be the single most effective way to control crime,
reduce level of unemployment, make sentences harsher, increase the use of alternatives to
incarceration, increase the number of social programs or increase the number of police?
Frequency
Percentage
Reduce Level of Unemployment
171
27.5
Make Sentences Harsher
136
21.9
Increase the Use of Alternatives
66
10.6
to Incarceration
Increase the Number of Social
157
25.3
Programs
Increase the Number of Police
68
10.9
Don’t Know/Refused
24
3.9
Total
621
100

Although reducing crime is a responsibility shared by many, where do you think the main

responsibility lies, society generally, courts, community programs, police, corrections or other
(Specify)?
Frequency
Percentage
Society Generally
404
65.1
Courts
68
10.9
Community Programs
72
11.6
Police
37
5.9
Corrections
19
3.1
Other
10
1.6
Don’t Know/Refused
12
1.8
Total
620
100

How safe do you feel from crime walking alone in your area after dark, very safe,
reasonably safe, somewhat unsafe or very unsafe?
(n = 617 2 =26.253, df = 15, p < .050)
Age
Very Safe Reasonably Safe Somewhat Unsafe
Very Unsafe
18 to 24
27
38
14
3
25 to 34
47
59
5
3
35 to 44
67
52
11
4
45 to 54
52
47
13
4
55 to 64
29
34
14
3
65 plus
26
47
12
6
How safe do you feel from crime walking alone in your area after dark, very safe,
reasonably safe, somewhat unsafe or very unsafe?
(n = 604 2 =49.15, df = 3, p < .001)
Very Safe Reasonably Safe Somewhat Unsafe
Very Unsafe
Rent
39
64
34
13
Own
206
206
34
8
How safe do you feel from crime walking alone in your area after dark, very safe,
reasonably safe, somewhat unsafe or very unsafe?
(n = 615 2 =94.25, df = 3, p < .001)
Gender
Very Safe Reasonably Safe Somewhat Unsafe
Very Unsafe
Female
71
154
57
20
Male
176
124
12
1
How safe do you feel from crime walking alone in your area after dark, very safe,
reasonably safe, somewhat unsafe or very unsafe?
(n = 616 2 =28.08, df = 9, p < .005)
City
Very Safe Reasonably Safe Somewhat Unsafe
Very Unsafe
Cambridge
35
64
13
2
Kitchener
94
126
36
15
Waterloo
78
64
17
4

Townships

40

24

3

1

If alone in your home in the evening or at night how do you feel about your safety from
crime, very worried, somewhat worried or not at all worried?
(n = 620 2 =5.68, df = 5, p = .339)
Age
Not at All Worried
Somewhat Worried or Very Worried
18 to 24
62
20
25 to 34
96
16
35 to 44
113
20
45 to 54
97
19
55 to 64
66
15
65 plus
84
12

If alone in your home in the evening or at night how do you feel about your safety from
crime, very worried, somewhat worried or not at all worried?
(n = 612 2 =6.92, df = 1, p < .010)
Not at All Worried
Somewhat Worried or Very Worried
Rent
117
36
Own
393
66
If alone in your home in the evening or at night how do you feel about your safety from
crime, very worried, somewhat worried or not at all worried?
(n = 620 2 =28.93, df = 1, p < .001)
Gender
Not at All Worried
Somewhat Worried or Very Worried
Female
230
75
Male
288
27
If alone in your home in the evening or at night how do you feel about your safety from
crime, very worried, somewhat worried or not at all worried?
(n = 621 2 =10.28, df = 3, p < .050)
City
Not at All Worried
Somewhat Worried or Very Worried
Cambridge
87
28
Kitchener
226
46
Waterloo
142
23
Townships
64
5
In general how satisfied are you with your personal safety from crime, very satisfied,
somewhat satisfied, somewhat dissatisfied, or very dissatisfied?
(n = 622 2 =6.24, df = 10, p = .795)
Age
Very Satisfied
Somewhat Satisfied
Somewhat Dissatisfied or
Very Dissatisfied
18 to 24
52
29
2
25 to 34
68
39
5

35 to 44
45 to 54
55 to 64
65 plus

89
74
44
63

41
37
34
32

4
5
3
1

In general how satisfied are you with your personal safety from crime, very satisfied,
somewhat satisfied, somewhat dissatisfied, or very dissatisfied?
(n = 612 2 =6.97, df = 2, p < .050)
Very Satisfied
Somewhat Satisfied
Somewhat Dissatisfied or
Very Dissatisfied
Rent
82
64
7
Own
300
146
13
In general how satisfied are you with your personal safety from crime, very satisfied,
somewhat satisfied, somewhat dissatisfied, or very dissatisfied?
(n = 620 2 =17.27, df = 2, p < .001)
Gender
Very Satisfied
Somewhat Satisfied
Somewhat Dissatisfied or
Very Dissatisfied
Female
166
126
13
Male
222
86
7
In general how satisfied are you with your personal safety from crime, very satisfied,
somewhat satisfied, somewhat dissatisfied, or very dissatisfied?
(n = 621 2 =8.96, df = 6, p = .176)
City
Very Satisfied
Somewhat Satisfied
Somewhat Dissatisfied or
Very Dissatisfied
Cambridge
71
38
6
Kitchener
160
101
11
Waterloo
109
54
1
Townships
49
19
2
In thinking about your feelings of safety in your downtown area at night, do you feel, very
safe, somewhat safe, somewhat unsafe, or very unsafe?
(n = 600 2 =20.54, df = 10, p < .050)
Age
Very Safe Somewhat Safe
Somewhat Unsafe or Very Unsafe
18 to 24
22
30
30
25 to 34
21
65
24
35 to 44
25
67
38
45 to 54
30
44
39
55 to 64
16
33
31
65 plus
19
31
35
In thinking about your feelings of safety in your downtown area at night, do you feel, very
safe, somewhat safe, somewhat unsafe, or very unsafe?
(n = 592 2 =11.29, df = 2, p < .005)

Rent
Own

Very Safe
32
100

Somewhat Safe
52
213

Somewhat Unsafe or Very Unsafe
65
130

In thinking about your feelings of safety in your downtown area at night, do you feel, very
safe, somewhat safe, somewhat unsafe, or very unsafe?
(n = 599 2 =51.01, df = 2, p < .001)
Gender
Very Safe Somewhat Safe
Somewhat Unsafe or Very Unsafe
Female
45
114
136
Male
88
157
59
In thinking about your feelings of safety in your downtown area at night, do you feel, very
safe, somewhat safe, somewhat unsafe, or very unsafe?
(n = 601 2 =74.72, df = 6, p < .001)
City
Very Safe Somewhat Safe
Somewhat Unsafe or Very Unsafe
Cambridge
16
55
42
Kitchener
34
111
118
Waterloo
53
80
28
Townships
31
24
9
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Report: P-11-090/SS-11-048

REGION OF WATERLOO

s

PLANNING, HOUSING AND COMMUNITY SERVICES
Housing
SOCIAL SERVICES
Social Planning, Policy and Program Administration

TO:

Chair Sean Strickland and Members of the Community Services Committee

DATE:

November 8, 2011

SUBJECT:

NEW HOUSING SERVICES ACT – PROPOSED IMPLEMENTATION PLAN

FILE CODE: D16-02

RECOMMENDATION:
THAT the Regional Municipality of Waterloo take the following actions with regard to the Housing
Service Act - Implementation Plan, as described in Report P-11-090/SS-11-048, dated November 8,
2011:
a)

Approve policy amendments to the Region of Waterloo’s Housing Programs Administrative
Guide, as described in Section 1 of Attachment 1 of Report No. P-11-090/SS-11-048, dated
November 8, 2011, with such amendments to take effect January 1, 2012;

b)

Agree that the existing policies of the Region of Waterloo’s Housing Programs
Administrative Guide remain, as described in Section 2 of Attachment 1 in P-11-090/SS-11048, dated November 8, 2011, and that these policies to continue to be in effect
notwithstanding the Housing Services Act coming into effect on January 1, 2012;

c)

Agree to terminate existing Housing Provider Service Agreements with housing providers
and access sites (Housing Provider Service Agreement) in accordance with their terms and
replace these agreements with new agreements that can be executed prior to December
31, 2012 in accordance with the requirements of the Housing Services Act;

d)

Request the Ministry of Municipal Affairs and Housing (MMAH) to amend the proposed
regulation to require open local competition practices for all programs provided through the
Social Housing Services Corporation (SHSC), including the previously request by Waterloo
Regional Council regarding its’ insurance program, and described in Report No. RC-11-005;

e)

Request the Ministry of Municipal Affairs and Housing (MMAH) to provide further information
regarding the Phase 1 Consolidation of homelessness programs and funding, and
opportunities for further consultation regarding the proposed funding formula; and

f)

Forward a copy of this report to all prescribed housing providers in the Region of Waterloo,
the Social Housing Services Corporation (SHSC), the Ministry of Municipal Affairs and
Housing, the Association of Municipalities of Ontario and the Ontario Municipal Social
Services Association for information.

SUMMARY:
The Province of Ontario launched its’ Long-Term Affordable Housing Strategy (LTAHS) and
introduced Bill 140, Strong Communities through Affordable Housing Act, 2010 on November 29,
2010. This is the most significant change for housing previously under the Social Housing
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Regulations Act (SHRA) in Ontario since the Province transferred Community Housing
responsibilities to municipal Service Managers, including the Region of Waterloo, over ten years
ago.
After considerable deliberation by the Province with stakeholders and a series of amendments made
in response to stakeholder submissions (including one from the Region of Waterloo as outlined in
Report P-09-093/SS-09-067), Bill 140 received Royal Assent on May 4, 2011. The date of
proclamation for the new legislation is January 1, 2012.
Many of the Regulations to Bill 140 were filed by the Province on August 11, 2011 to further support
implementation of the new legislation, and will also take effect on January 1, 2012.
Significant changes include:
1. The Housing Services Act (HSA) will replace the Social Housing Reform Act, 2000 (SHRA)
and details the new operating framework for the delivery of housing programs in the
Province of Ontario. The new legislation incorporates some existing requirements but also
introduces new requirements including local Housing and Homelessness plans and the
opportunity to establish local standards. Regulations are not yet available for rent-geared-toincome (RGI) administration.
2. The LTAHS also identifies plans to consolidate homelessness and housing programs to
replace the current program-focused framework and to provide municipal Service Managers
with increased flexibility to meet local needs. Phase I seeks to consolidate the five
homeless-related programs and funding administered through Regional Social Services by
January 1, 2013.
3. The requirement for a local ten year Housing and Homelessness plan will create
opportunities for consultation and collaboration to address both local needs and Provincial
interests. Development of the plan, which must be implemented by January 2014, will
involve both Regional Housing and Social Services and require a broad consultative process
including key stakeholders and the community at large. The Region is well placed regarding
the development of a joint ten year Housing and Homelessness Plan, given the current work
underway to update the Homelessness to Housing Stability Strategy and the Community
Action Plan for Housing.
In addition to new opportunities, the legislation also creates some new areas of concern and does
not address some outstanding areas of concerns, such as ensuring the competitive procurement
process for insurance coverage and other programs provided through the Social Housing Services
Corporation (SHSC). The outcome of the recent local competitive bidding process for 2011/2012
insurance coverage for Waterloo Region Housing resulted in a cost savings of over $50,000, less
the SHSC fee of $15,625 (Report No. F-11-072). Staff recommend that the Province address the
SHSC concern now, and in a manner consistent with Regional Council’s formal position, as
described in Report No. RC-11-005. In addition, there are concerns related to the Phase I
Consolidation of homelessness programs and funding, including a current lack of information on the
funding model and how a previously uncapped program to meet local emergency demand
(Emergency Hostel Program) will be incorporated. Staff requests the Province to provide further
information regarding the Phase I Consolidation and opportunities for further consultation regarding
proposed funding formula.
Implementation of the HSA will also require training and consultation on many levels. Initially, the
focus will be on the implementation of any mandatory requirements for January 1, 2012. More
extensive consultation will begin in the new year with focus on the Housing and Homelessness plan,
local standards and Phase I funding consolidation, particularly with effected (prescribed) housing
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providers. Staff will continue to network with other municipal Service Managers and sector
organizations to assist with their understanding and implementation of the new legislation.
In order to meet the deadline for all mandatory requirements, staff is seeking approval to address
any immediate policy considerations but to otherwise maintain existing standards until such time as
they can undertake a full consultation. Attachment 1 of this report provides a full list of
recommended policy amendments and commentary. This will allow adequate time to fully consider
the impact on program delivery and identify any outstanding issues or concerns that should be
addressed with the Province.
While the new legislation brings expanded flexibility, it also increases the level of accountability.
This will require additional oversight by housing programs staff to ensure housing provider
compliance with the new requirements.
In order to ensure full implementation of all aspects of the HSA by the relevant deadlines, staff has
established an action plan and work flow that identifies key activities and milestones that must be
achieved by the end of 2013. Progress on the ongoing implementation will be addressed in future
reports to Community Services Committee.
REPORT:
New Legislation
In the Province’s document Moving Forward Together, 2007, one of the commitments was the
establishment of the Long-Term Affordable Housing Strategy (LTAHS) which included a consultative
process with municipal partners and key stakeholders starting in 2009. A key element was to
replace the Social Housing Reform Act, 2000 (SHRA) with a more enabling Housing Services Act
(HSA), as community housing is now funded in Ontario through the property tax base.
The Province implemented Bill 140, Strong Communities through Affordable Housing Act in 2010.
Schedule 1 of Bill 140 replaces the majority of the SHRA and outlines the new operating framework
for community housing programs administered by municipal Service Managers. With the exception
of the Housing and Homelessness Plans required in the new legislation and some new areas of
local discretion, Service Managers must be in compliance by January 1, 2012.
It was the Province’s initial intent that the new legislation would completely replace the SHRA and
related regulations. However, during consultation on the proposed HSA, the housing sector raised
serious concerns regarding the proposed income tax based model for determining the rent-gearedto-income (RGI) assistance for households. The Province agreed to defer implementation of a tax
based model until further analysis could be completed. It is unknown at this time when and if any
new rules regarding RGI assistance will be implemented. In the interim, the existing sections
governing RGI administration as outlined in Ontario Regulation 298/01 of the SHRA will continue to
be in effect.
Housing and Homelessness Plans
In order to ensure that municipal Service Managers are meeting the Province’s objectives under the
HSA, the new legislation requires the development of local ten year Housing and Homelessness
Plans which must be in place by January 1, 2014. The plans must be reviewed by the Province prior
to implementation to ensure both compliance with the new legislation and that the plan incorporates
the matters addressed in the Minister’s policy statements and Provincial interests described in Part
II, Section 4 of the HSA
The Plans are intended to be a collaborative local approach to identifying and addressing solutions
for all aspects of the housing stability continuum. Responsibility for consultation on and
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development of the Region of Waterloo’s plan will be shared by Regional Planning, Housing and
Community Services (Housing) and Social Services staff. The plan must address matters of
provincial interest as outlined in policy statements issued under the Act. The Province’s initial policy
statement, issued on August 11, 2011 comes into effect on January 1, 2012 and identifies any
targeted groups or priorities that must be addressed in the plan.
The Region is well placed regarding the development of a joint ten year Housing and Homelessness
Plan, given the current work underway to update the Homelessness to Housing Stability Strategy
and the Community Action Plan for Housing.
Phase I Consolidation: Homelessness Programs and Funding
The Long Term Affordable Housing Strategy (LTAHS) identifies plans to consolidate the more than
20 Provincial housing and homelessness programs. The intention of consolidation is to replace the
current program-focused framework and provide municipal Service Managers greater flexibility to
meet local needs. The first phase seeks to consolidate the following five homeless-related
programs effective January 1, 2013.
Program
1. Consolidated Homelessness
Prevention Program
2. Emergency Energy Fund
3. Emergency Hostel
4. Domiciliary Hostel
5. Rent Bank

Funding
100% Provincial

2011 Annual Allocation
$722,744

100% Provincial
81.2/18.8 Cost-shared Per Diem
Uncapped to meet demand
80/20 Cost-shared Per Diem
100% Provincial

$75,210
$2,252,627
$2,315,966
$180,942

Phase I Consolidation involves almost half the approximately $430 million in annual operating
Provincial funding for housing and homelessness programs. Region Staff participated in initial
Provincial consultations with other municipal Service Managers regarding the Phase I Consolidation
over the spring and summer of 2011. The Province identified its intention to further consult on the
consolidation and proposed funding model in fall 2011. No further information has been provided at
this time.
Training and Consultation
Planning, Housing and Community Services (Housing) and Social Services staff participated in a
technical briefing with the Province on August 17, 2011 regarding the regulations, which provided a
very high level overview. To date, the Province has not made any commitment to provide related
training. Therefore, in order to assist with the work in interpreting and implementing the new
requirements, Region Staff has and will continue to participate in networking opportunities with other
service mangers and sector organizations including the Service Managers Housing Network
(SMHN) of Ontario Municipal Social Services Association (OMSSA), Ontario Non-Profit Housing
Association (ONPHA), Cooperative Housing Federation (CHF), the Social Housing Services
Corporation (SHSC), the Association of Municipalities of Ontario (AMO), and the Social Housing
Coordinated Access Network of Ontario (SHCANO).
In order to plan and prepare to be fully operational under the new requirements by January 1, 2012,
Regional staff will need to undertake the first tier of consultation and training with staff, housing
providers and other stakeholders directly impacted by the legislated changes. The primary focus will
be to ensure the mandatory requirements under the HSA are implemented for January 1, 2012. See
Attachment 1 – Housing Services Act, Policy Considerations, for a list of policy amendments and
policy endorsements recommended in order to meet the mandatory requirement deadline.
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Beyond January 1, 2012, consultations will focus on areas of local discretion, Phase I Consolidation
and the Housing and Homelessness Plan. Due to the limited time frame between the filing of the
regulations on August 11, 2011 and the January 1, 2012 commencement date, there is not sufficient
time to adequately consult with key stakeholders and implement all of the new requirements.
Therefore, staff is currently focused on the implementation of the mandatory requirements, with the
remaining items to be addressed following consultation and discussion with key stakeholders.
Mandatory Requirements
In order to address the mandatory requirements under the new legislation, staff is recommending
the following detailed approach:
1.

Amendments to existing policies to address all mandatory requirements that must be in place
for January 1, 2012 (please see Attachment 1 – Housing Services Act, Policy Considerations,
for a list of the recommended policy amendments). The majority of the proposed amendments
are housekeeping to align the language in the policy document with the new requirements. The
one significant change that will impact on current business practices and will benefit applicants
on the waiting list is the move towards a single application date for all chosen site selections.
The current system grants an application date for a chosen site, when the site is added to the
application. At present applicants can have multiple dates for their site selections, whereas
under the new system all sites, regardless of when selected, will have a single application date
corresponding with their original application date of completion.

2.

Endorsement of any existing policies that fulfill the requirements of the new legislation as the
standard, in order to maintain status quo until such time as there can be a full consultation to
contemplate local delivery options and impacts. Please see Attachment 1 – Housing Services
Act, Policy Considerations, for a list of the recommended policy endorsements.

3.

The Housing Services Act enables Service Managers to mandate local operating standards and
eligibility rules. Staff will work with housing stakeholders to develop new standards and rules
as may be required and, in the interim, Provincially-prescribed standards will apply. This will
allow for proper consultation and Council consideration of any new policy directions.

4.

Shortly after the implementation of the Social Housing Reform Act in 2001, the Region entered
into a Service Manager Administration Agreement with each of its fifty-four housing providers.
These agreements require housing providers to place eligible applicants from the co-ordinated
wait list for housing and determine eligibility for rent-geared-to-income subsidy in accordance
with the Social Housing Reform Act. It is recommended that these agreements be terminated
and replaced with new agreements that include terms and conditions consistent with the
requirements of the new legislation. It is anticipated that these agreements can be replaced on
or before December 31, 2012.

Once the mandatory requirements have been met, the focus can shift to new areas of local
discretion, Phase I Consolidation and the Housing and Homelessness Plan, which will be addressed
in future reports to Committee and Council.
Despite staff’s collective efforts to understand and interpret the legislation, with the assistance of
various networking groups, the possibility exists that not all new requirements have been fully
understood or interpreted. Where there remains any uncertainty around what is expected, staff will
default to current practices until such time as clarification is made.
Flexibility and Accountability
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Under the new legislation, Service Managers will have increased flexibility for establishing local rules
and standards, some of which were previously prescribed under the SHRA. New areas of local
discretion allow for the development of local rules relating to waiting list and rent-geared-to-income
eligibility along with standards for housing provider operations including property management,
conflict of interest, minimum number of Board meetings, leases and multi-year financial plans.
However, with added flexibility, there is an increased level of accountability for the Region of
Waterloo. Staff will have the added responsibility of monitoring provider compliance with the new
requirements and increased reporting requirements.
Additional reports and updates from Planning, Housing and Community Services (PHCS) and Social
Services (SS) outlining key milestones and recommended actions will follow for Council
consideration.
Opportunities and Concerns
The increased flexibility created by the new legislation provides an opportunity for Service Managers
and housing providers to address and/or correct outstanding program delivery concerns and
program delivery issues to reflect local need and preferences. Opportunities include the ability to
establish local standards on waiting list/RGI eligibility and housing provider operations, local
flexibility for the waiting list selection process and expanded options to assist when housing
providers are experiencing financial or compliance issues before incurring the cost of engaging a
receiver.
The new legislation generally creates opportunities for local implementation; however, a number of
new concerns or unaddressed concerns have been identified. Concerns include possible changes
to the Ministry’s annual financial reporting forms for Service Managers and housing providers.
There will also be additional staff time required to plan and implement the new legislative
requirements and additional human resource demands to achieve the increased monitoring of
housing provider compliance and to fulfill any new or changed reporting requirements to the Ministry
of Municipal Affairs.
In addition, various networking groups, which Regional staff have participated in, have identified a
number of action items that will require future consultation with the Ministry of Municipal Affairs and
Housing. These concerns include the proposed new RGI model, inter-Ministerial information
sharing and the lack of any additional or new funding. Most of these issues and concerns will be
communicated to the Province through these working groups, with the objective of influencing future
consultation, ongoing dialogue with the Province and amendments to the legislation.
Another key concern is regarding the programs of the Social Housing Services Corporation (SHSC),
or its new name Housing Services Corporation (HSC); in particular the insurance program. On June
29, 2011, Council passed a motion objecting to the refusal of SHSC to allow for more competitive
bidding for insurance in 2011/2012. Due to pressures exerted by all the stakeholders involved,
SHSC changed its’ position on this matter to allow alternative broker arrangements for only those
who had this exemption in the previous year. Waterloo Region Housing (WHR) is one of these
providers. The result of the competitive bidding process for insurance was a savings of $50,393.76,
less the SHCS fee of $15,625.47 (Council Report No. F-11-072, dated October 26, 2011) to the
Region of Waterloo.
The SHSC has three main programs: insurance programs, schemes to pool capital reserve funds,
and schemes for the joint purchase of natural gas. The Housing Services Act states that local
housing corporations (LHCs), such as Waterloo Region Housing, may be required to participate
unless the Minister gives written consent for the LHC to not participate, in either the insurance
programs or joint purchase schemes of natural gas (Part IX,151 (2). The HSA also states that
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regulations may require prescribed HSC members (LHCs, non-profit corporations and co-operative
housing providers) to participate in the prescribed programs and activities of the Corporation (Part
IX, 151 (1), but the regulations have exempted three local housing corporations from participating in
the pooled capital reserve funds programs (Part X, 136 (3). The Social Housing Services
Corporation (SHSC) has confirmed its intention of engaging Services Managers and all stakeholders
in a review of the insurance program goals and objectives in early 2012. However, the Province
should be ensuring now that its regulations require fully open local competition by the SHSC for all
their programs, regardless of the insurance program consultation process still to be undertaken by
this organization.
Concerns related to the Phase I Consolidation include a current lack of information on the funding
model and how a previously uncapped program to meet local emergency demand (Emergency
Hostel Program) will be incorporated.
What is Requested from the Ministry prior to January 2012
In order to fully understand and implement the new requirements anticipated under the Housing
Services Act, the following supports/resources are required from the Ministry prior to the January 1,
2012 implementation deadline:
Training on the new requirements;
New housing provider and Service Manager annual reporting forms; and
Templates (housing provider delegation, housing provider plans).
Next Steps
Implementation and action plans have been drafted by Housing staff to identify mandatory
requirements, priorities, related policy development, a consultation plan and other operational
opportunities/considerations related to community housing. These working documents will assist
staff in a structured approach to the implementation of the new legislation.
As outlined in the chart below, the workflow to fully implement the new requirements is proposed to
be addressed over the course of the next three years and will include all key stakeholders,
particularly prescribed housing providers.
2011
Report to
Committee/Council
(October)

2012
Planning and consultation related to Phase I
Consolidation of homeless funding and programs
Consultation on Housing and Homelessness Plan

Participate in any
additional consultations
regarding Phase I
Consolidation
Initial consultation with
key stakeholders
(November)
Initial training with staff
and providers
(November)

Advocate with Province for amendments to new
legislation

2013
Implementation of
the Phase I
Consolidation of
homeless funding
and programs

SHSC review of insurance requirements

Develop/finalize
Housing and
Homelessness plan

Consultation on local standards

Ongoing training

Review/draft policies/procedures

Report to
Committee/Council

Update existing polices/procedures
Ongoing training

Implementation of
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Execute new delegation agreements
Report to Committee/Council

Area Municipal Consultation/Coordination
A copy of this report will be distributed to all Area Municipalities. Regional staff will continue to
meet with Area Municipal staff to review proposed affordable housing projects submitted within
their municipality.

CORPORATE STRATEGIC PLAN:
Strategic Focus Area 4: The Region of Waterloo will work with community partners to take actions to
reduce inequities and enhance community health, safety, inclusion and quality of life. The Region
plans and provides programs and services to respond to the changing demographics and diverse
needs of the community. This creates opportunities for people to develop to their full potential and
to make a positive difference at all stages of life.

FINANCIAL IMPLICATIONS:
Under the Housing Services Act, mandatory requirements as identified in Attachment 1 Housing
Services Act, Policy Considerations will require Regional Housing staff to undertake the first tier of
consultation and training with staff, housing providers and other stakeholders directly impacted by
the legislated changes.
Beyond January 1, 2012, consultations will focus on areas of local discretion, Phase I Consolidation
and the Housing and Homelessness Plan. The costs of implementing the mandatory community
housing requirements can be accommodated using approved budget resources in Planning,
Housing and Community Services. Cost implications arising from program changes such as the
Phase I Consolidation, RGI income tax base and new oversight and reporting responsibility are
currently unknown and will be communicated to Committee and Council as they are defined.

OTHER DEPARTMENT CONSULTATIONS/CONCURRENCE:
Finance and Legal Services have been consulted in the preparation of this report.

ATTACHMENTS:
Attachment 1 – Housing Services Act, Policy Considerations

PREPARED BY: Sherry White, Supervisor, Access and Income Testing
Jennifer Murdoch, Manager, Housing Programs
Marie Morrison, Manager, Social Planning
APPROVED BY: Rob Horne, Commissioner of Planning, Housing and Community Services
Michael Schuster, Commissioner, Social Services

1043028

Page 8 of 14

November 8, 2011

Report: P-11-090/SS-11-048

Attachment 1
Housing Services Act - Mandatory Requirements effective January 1, 2012
1. Amended Policies
Requirement
Basic Eligibility
Requirements
and
Ineligibility –
amounts owed
by household

Policy
Document
Coordinated
Access

Policy
Reference
5.1 – Eligibility
Requirements

Policy Amendment
Replace the reference to “Social Housing Reform
Act, 2000, and Ont. Reg. 298/01” in the paragraph
under “Eligibility Criteria” with “Housing Services
Act, 2011 and Ont. Reg. 367/11”.
Addition of the word “current” as follows:

Coordinated
Access

5.4 – Social
Housing
Arrears

Rent-Geared- 3.1 – Eligibility
to-Income
Requirements

“No current member of the household has
outstanding Social Housing arrears owing…”
Addition of the word “current” as follows:
“When any current member of the applicant
household has outstanding former rent/housing
change arrears…”
Replace the reference to “Social Housing Reform
Act, 2000, and Ont. Reg. 298/01” in the paragraph
under “Eligibility Criteria” with “Housing Services
Act, 2011 and Ont. Reg. 367/11”.
Replace “No deportation, departure or exclusion
order has been issued…” with “No removal order
has become enforceable against a member of
the household under the Immigration & Refugee
Protection Act (Canada)”
Addition of the word “current” as follows:

Rent-Geared- 3.8 – Social
to-Income
Housing
Arrears

Cessation of
eligibility –
failure to notify
of changes
and
Cessation of
eligibility –
failure to
provide
information
And
Local rule –
1043028

Rent-Geared- 4.1 – Criteria
to-Income
for Ceasing to
Qualify for RGI
Assistance

“No current member of the household has
outstanding Social Housing rental arrears…”
Addition of the word “current” as follows:
“In order to qualify to receive or continue to receive
RGI assistance, current household members can
not have any outstanding social housing arrears…”
Replace “Household fails to report changes within
10 business days and provide required
documentation” with :“Household fails to report
changes (that would impact their eligibility for
RGI assistance, the amount of RGI they are
entitled to receive and/or their unit size
eligibility) within 30 days and provide required
documentation”.
Replace “Overhoused household refuses to
transfer to first available unit…” with “Overhoused
households who fail to meet the local
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ceasing to
meet
occupancy
standards
Occupancy
Standards
Cessation of
eligibility –
failure to
obtain income

Local eligibility
rules – certain
convictions

Local eligibility
rules – certain
convictions
(cont’d)

1043028
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Policy
Reference

Policy Amendment
requirements for overhoused households (but
only after 12 months from the date of initial
notification)”

Coordinated
Access

5.9 Exceptions
to Occupancy
Standards
Rent-Geared- 3.4 – Pursuit of
to-Income
Income

Coordinated
Access

5.5 –
Misrepresentat
ion of Income

Rent-Geared- 3.5 –
to-Income
Misrepresentat
ion of Income

Replace “Students living away from home…” with
“Students who are a child of a member of the
household who live away from home…”
Replace:

Ontario Works

Support ordered under the Divorce Act,
Family Law Act or
Enforcement of Support Orders Act

Employment Insurance

Senior's pensions or benefits

Immigration support or maintenance
with:
Basic financial assistance under the Ontario
Works Act, 1997.
Support under the Divorce Act (Canada), the
Family Law Act or the Interjurisdictional Support
Orders Act, 2002.
Unemployment benefits under the Employment
Insurance Act (Canada).
A benefit under section 2 of the Ontario
Guaranteed Annual Income Act.
A pension or supplement under Part I or II of the
Old Age Security Act (Canada).
Support or maintenance resulting from an
undertaking given with respect to the member
under the Immigration and Refugee Protection
Act (Canada).
Replace “Where a member of an applicant
household has been convicted of an offence under
section 85 of the SHRA or a crime under the
Criminal Code (Canada)…” with “Where a member
of an applicant household has been convicted of an
offence or a crime under the Criminal Code
(Canada)…”
Change all references to “Disqualified” to
“Ineligible”.
Replace “Where a member of an applicant
household has been convicted of an offence under
section 85 of the SHRA or a crime under the
Criminal Code (Canada)…” with “Where a member
of an applicant household has been convicted of an
offence or a crime under the Criminal Code
(Canada)…”
Change all references to “Disqualified” to
“Ineligible”.
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Requirement
Local rule –
ceasing to
meet
occupancy
standards

Local rule –
refusal of
offers
and
System for
selecting
waiting
households

Policy
Document
Rent-Gearedto-Income

Coordinated
Access

Report: P-11-090/SS-11-048
Policy
Reference
3.10
Overhoused
RGI
Households

8.3 – Offers to
Applicants

Replace “Households who are overhoused are
required to move to an appropriate sized unit.” with
“Households who are determined to be
overhoused must be notified of the requirement
to transfer to an appropriate sized unit.
Replace “In addition, overhoused households
placed on the centralized waiting list will be
allowed…” with “In addition, overhoused
households will be allowed…”
Replace “Overhoused tenants will have priority on
the internal waiting list…” with “Special Priority
and then overhoused tenants will have priority on
the internal waiting list…”
Add new bullet under “Procedural Requirements”
as follows: “Applicants with Terminally Ill
priority are to be offered the available units if
there are no eligible applicants with Special
Priority status and prior to any other applicants
on the centralized waiting list.”

Selection
requirements
for alternative
providers

Coordinated
Access

5.11 –
Alternative
Housing

Refusal to
offer unit by
housing
provider

Coordinated
Access

8.2 – Suitability
Assessment

1043028

Policy Amendment

Replace “Should an applicant be refused by a
housing provider in accordance with the Social
Housing Reform Act…” with “Should an applicant
be refused by a housing provider in accordance
with current legislative requirements…”
Replace “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 SHRA requirements…” with
“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…”
Replace the following:
1. The applicant household does not meet the
provider's mandate.
2. The provider believes that the household's
rental history indicates the household is likely to
fail to pay the rent/housing charge on time and
in full.
3. The provider has reasonable grounds to believe
the unit is not suitable for the applicant
household due to its physical characteristics,
i.e. not suitable based on the number, gender or
ages of the household members.
4. The level of support needed by the applicant
household exceeds the level available.
5. In the case of a housing co-op, the applicant
household does not agree to accept the
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Requirement

Policy
Document

Report: P-11-090/SS-11-048
Policy
Reference

Policy Amendment
responsibilities of being a member of the co-op,
or the co-op believes the household will not
accept those responsibilities.
with:
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 the household may fail to fulfil 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 cooperative 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.
Replace “any other reason not permitted under the
SHRA, Residential Tenancies Act or Ontario
Human Rights Code.” with “any other reason not
permitted under any current or prevailing
legislation.”

Special Needs
housing

Coordinated
Access

5.10 – Special
Needs
Applicants

Review of
continued
eligibility

Rent-gearedto-income

5.1 –
Reviewing
Ongoing
Eligibility

1043028

Replace “Applicant households wishing to appeal
any decision relating to a Suitability Assessment,
will need to contact the housing provider who made
the decision to inquire if an appeal process is
available.” with
“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 an internal review of the
decision.”
Add a new bullet under “Operational
Considerations” as follows: “Only those special
needs units not administered by a designated
special needs administrator can be applied for
through the centralized waiting list.”
Replace “In order to ensure a household continues
to meet the eligibility criteria, a review of the
household’s eligibility, income, assets and
household composition is to be conducted at least
once annually.” with “In order to ensure a
household continues to meet the eligibility criteria
for RGI assistance, a review of the household’s
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Requirement

Determination
of Priority

Policy
Document

Coordinated
Access

Report: P-11-090/SS-11-048
Policy
Reference

5.15 – External
Transfer
Requests
6.10
Placement on
Provider
Waiting Lists
by Access
Sites

1043028

Policy Amendment
eligibility, income, assets and household
composition must be conducted at least once
annually. The review should correspond with
the anniversary date of when the household
began receiving RGI assistance.”
Add a new bullet under “Eligibility Criteria as
follows: “The chronological date assigned to an
external transfer application will be the date the
household made the application”.
Delete the following:
“Building selections subsequently added to the
original application will receive a chronological date
corresponding with the date that the new housing
selections are requested by the applicant through
an Access Site”
and
“Subsequent selections will receive a chronological
date corresponding with the date the request was
received by an Access Site”
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2. Status Quo Policies
Requirement

Policy Document

Policy Reference

Cessation of eligibility – failure
to divest residential property

Coordinated Access

5.6 – Divestment of Residential
Property
3.7 – Divestment of Residential
Property
3.6 – Absence from Unit

Local rule – maximum
absence from unit
Local rule – refusal of offers
Selection of already
accommodated households

1043028

Rent-Geared-toIncome
Rent-Geared-toIncome
Coordinated Access
Coordinated Access

7.6 – Removal of Applicants from the
Waiting List by Access Sites
5.14 – Market Rent Social Housing
Residents Requesting RGI
Assistance
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Report: SS-11-046

REGION OF WATERLOO
SOCIAL SERVICES
Employment and Income Support

TO:

Chair Sean Strickland and Members of the Community Services Committee

DATE:

November 8, 2011

SUBJECT:

2011-2012 ONTARIO WORKS SERVICE PLAN

FILE CODE: S14-40

RECOMMENDATION:
THAT the Regional Municipality of Waterloo approve the 2011-2012 Ontario Works Service Plan;
AND THAT the Plan be forwarded to the Ministry of Community and Social Services for approval as
outlined in Report SS-11-046, dated November 8, 2011.

SUMMARY:
Ontario Works delivery agents are required to submit Service Plans on a two-year planning cycle.
With the change in Provincial funding the Region must submit a new plan for the period of 20112012. The primary aim of service planning is to demonstrate how the range and type of services
being provided will best serve Ontario Works participants. A draft of the Region of Waterloo’s 20112012 Ontario Works Service Plan is attached.

REPORT:
1.0 Background
The goal of the Ontario Works (OW) program is “to achieve improved employment outcomes for
Ontario Works participants by increasing individual employability with the goal of sustainable
employment and increased financial independence”. The mandate is to provide temporary financial
and employment assistance to people in financial need to enable opportunities to find sustainable
employment. Ontario Works provides two types of assistance: employment services and basic
financial assistance.
The Region of Waterloo is one of forty-seven Consolidated Municipal Service Managers (CMSMs) in
the Province of Ontario. Social Services, through Employment & Income Support, provides financial
assistance under the Ontario Works Act to persons in need to cover the costs of food, shelter and
clothing. Additional financial support is provided through the discretionary benefits and employmentrelated expenses to address health related and training and upgrading costs for Ontario Works
participants and persons with low income. A range of services that assist people to find employment
are purchased or directly delivered by Employment & Income Support.
Effective April 2011, the Province implemented a revised funding approach. Ontario Works
Administration and Employment Assistance funding were consolidated into one Program Delivery
funding allocation. While there is a single funding allocation, there continues to be different costsharing and cost-recovery arrangements to maintain current cost-sharing and upload commitments.
1056004
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2.0 The 2011 Service Plan
The Province requires that all Consolidated Municipal Service Managers submit an Ontario Works
Service Plan every two years that summarizes service delivery information including service targets
and strategies for the period covered by the Service Plan. Due to the change in the funding
approach (which began with a new two-year business cycle in 2011), the Province requires CMSMs
to write a full Service Plan in 2011 for the period of 2011-2012.
The primary aim of service planning is to demonstrate how the range and type of services being
provided will best serve Ontario Works participants. The intent is to link Provincial funding for
Employment Assistance activities to employment outcomes. Once approved, the 2011-2012 Service
Plan will become part of the service description schedule of the Ontario Works service contract
between the Region and the Province. The following is a summary of some of the key highlights of
the draft 2011-2012 Ontario Works Service Plan, including a Local Labour Market overview,
Caseload Profile, Past Year’s Experience and Key Directions for the years ahead.
3.0 Local Labour Market
In May of 2011 the Workforce Planning Board of Waterloo Wellington Dufferin (WPB) produced a
profile entitled the 2010 Labour Market Profile. The report states the Region’s population continued
to increase, while labour force participation rates decreased and the overall labour force remained
constant, suggesting that some people who were unemployed took themselves out of the labour
force in 2010. This will impact the Ontario Works caseload.
The Waterloo Region economy continued to shift from a Goods Production to Service Based
economy. The percentage of total employment in the Manufacturing Sector declined from
approximately 20% of total employment within the Region in 2008 to just over 19% in 2009. By
October 2010, employment within the Manufacturing Sector rose by 7% (compared to 2009), to
53,300. Jobs in the Manufacturing Sector now require higher skill levels and as such are more likely
to have increased in permanence than over the past couple of years. Despite the downsizing of the
industry it is still the largest employment sector in the Region. The recent announcement by Maple
Leaf Foods will impact the community in the years ahead.
For the first time in a couple of years hiring is occurring across a number of essential Sectors
including Health Care and Manufacturing. According to the Conference Board of Canada, although
near term job growth in Canada is expected to be weaker than last year, employment prospects
remain positive for the Kitchener-Cambridge-Waterloo CMA. Employment growth is expected to
continue in occupations relating to the Professional, Scientific and Technical Services industries,
thus underscoring the need for education, skill development and training.
4.0 Caseload Profile
Employment and Income Support conducts an annual review of the known demographic
characteristics of participants who are on the Ontario Works caseload to inform program and service
planning. The Caseload Profile provides a point-in-time snapshot of the Ontario Works caseload as
it was on October 31, 2010 and examines how the caseload has changed over the past year.
The Caseload Profile showed that there was a 2.5% increase in the total caseload from October
2009 to October 2010. Other notable changes in the caseload included an increase in the number of
heads of household, an increase in the number of dependents, as well as an increase in the number
of children under six. The 2010 Caseload Profile examined adults aged 45 years and older as an
additional area of focus. These adults were more likely to be single, were more likely to report lower
monthly net earnings, and were more likely to be on assistance for four years or greater when
compared to other adults on the caseload.
1056004
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5.0 Past Year’s Experience
In reviewing the strategies and targets as outlined in the 2010-2011 Ontario Works Service Plan, the
Region met or exceeded all of its employment assistance targets with the exception of two: Job
retention rate as determined by average length of time from leaving Ontario works for a job to return
to Ontario Works, and average length of time to employment.
The 2010 year continued the previous years’ trend as a challenging year given the growth in the
caseload and the accompanying service demands. As of September 2011, the Ontario Works
caseload was 39% higher than the beginning of the recession (September 2008) with a total of
8,765 cases. The needs of the labour market and the abilities of participants will continue to present
challenges in the coming year.
The Employment and Income Support division completed a comprehensive review of its service
delivery through a Service Delivery Evaluation with the assistance of an external consultant.
Through this project the division spoke with over 560 individuals including Staff, Community
Partners, and Ontario Works (OW) Applicants and Participants to receive feedback on what was
working well, what was not working well, and how service delivery could be improved. Two reports
are being prepared which outline the major findings and themes of the evaluation as well as next
steps (see “Employment and Income Support Service Delivery Evaluation”, Report- SS-11-042,
September 27, 2011).
Throughout 2010 and the first quarter of 2011, the Region used monies from the Enhanced
Employment Services (EES) Initiative to purchase, expand and develop services for participants.
Projects included as part of the initiative: a review of internal employment programming; an
expansion of the Intensive Case Management program; funding for several external employment
programs; and the ability to offer Employment Related Expenses to more participants for a greater
amount of items.
6.0 Key Directions for the Coming Year
A wide range of employment services and supports are provided to Ontario Works participants
directly through Employment and Income Support, through purchase of service agreements with
external brokers, or in collaboration with community partners. These form the core of the division’s
service strategy. Services are being developed in response to the 2010 service experience
(including the Enhanced Employment Services initiative), the caseload profile and the labour market
analysis which were provided above, as well as information from the Service Delivery Evaluation.
Highlights of these activities are provided in this report.
The division will work on action items throughout 2011 to address feedback received from staff
through the employee engagement survey. Staff are involved in the work of the Local Immigration
Partnership Council (now called the Waterloo Region Immigration Partnership) to assist local
immigrants in settling within Waterloo Region. Employment and Income Support will initiate a pilot
project to extend electronic access to rural communities to those employment resources (e.g., job
banks, resume writing) that are currently available through the Employment Resource Area
computers in Cambridge, Kitchener and Waterloo. During 2011 the Provincial training initiative,
Supportive Approaches through Innovative Learning (SAIL) will continue to be provided to all staff in
order to enhance staff members` ability to support and facilitate employment outcomes for
participants.
With funding provided under the Enhanced Employment Services for Vulnerable Persons Initiative
the Region was able to test a number of interventions which are being continued throughout 2011
and 2012; Small Steps to Success (a program designed to support women) is one example.
1056004
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Additional funding has been made available to purchase bus passes for individuals completing their
high school or equivalent education or attending English as a Second Language programming.
Such a strategy reflects the needs of the caseload and the labour market while addressing both
employability and community inclusion for vulnerable citizens.
As well, Employment and Income Support Staff have worked actively in areas such as
transportation, housing, food security and community support to identify and facilitate the resources
that will enable Ontario Works recipients to fully participate in their community. This work is validated
and promoted by the principles of SAIL being reviewed with Staff.
Finally, the Region continues to be a Service Delivery site for Employment Ontario, funded in part by
the Ministry of Training, Colleges and Universities. As a result Ontario Works participants have
access to a continuum of opportunities. This is achieved by the coordination of services both
internally and externally through continued membership in community forums such as the
Community Employment Linkages Committee.
CORPORATE STRATEGIC PLAN:
The 2011-2012 Ontario Works Service Plan supports the Region’s Corporate Strategic Focus Area
4, Healthy and Inclusive Communities. In addition, the proposed activities will promote Focus Area
5, Service Excellence.
FINANCIAL IMPLICATIONS:
The 2011 Budget approved by Regional Council provides for the delivery of Ontario Works
programs. The 2012 Budget will be considered by Council during the current budget process.

OTHER DEPARTMENT CONSULTATIONS/CONCURRENCE:
Social Services, Social Planning, Policy and Program Administration and Children’s Services and
the Finance Department have contributed to the development of the 2011-2012 Ontario Works
Service Plan.

ATTACHMENTS
Attachment A

2011-2012 Ontario Works Service Plan - Draft
(Separate Attachment)

PREPARED BY:

Chris McEvoy, Social Planning Associate
David Dirks, Director, Employment & Income Support

APPROVED BY:

Michael Schuster, Commissioner, Social Services
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For information regarding Ontario Works in Waterloo Region, for additional
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Section 1: Guiding Principles
1.1 Vision and Mission of Region of Waterloo
The vision and mission statements of the Region of Waterloo are as follows:
Vision:
Waterloo Region will be an inclusive, thriving and sustainable community committed to
maintaining harmony between rural and urban areas and fostering opportunities for
current and future generations.
Mission:
The Region of Waterloo provides innovative leadership and services essential to
creating an inclusive, thriving and sustainable community.
MAKING A DIFFERENCE … Every Day
1.2 Vision and Mission of Region of Waterloo Social Services
The vision and mission statements of the Region of Waterloo Social Services
department are as follows:
Vision:
Individuals and families will have an enhanced quality of life through integrated,
comprehensive services that overcome obstacles and create opportunities.
Mission:
Social Services is a leader in planning, delivering and advocating for responsive and
innovative human services.
MAKING A DIFFERENCE IN OUR COMMUNITY

DOC 1016151
Page 3 of 24

1.3 Vision and Mandate of Ontario Works
The vision and mandate of Ontario Works are as follows:

Vision
To achieve improved employment outcomes for Ontario Works participants by
increasing individual employability with the goal of sustainable employment and
increased financial independence.
Mandate
To provide employment assistance and financial assistance to people in financial
need. The Ontario Works program:
o recognizes individual responsibility and promotes self-reliance through
employment;
o provides financial assistance to those most in need while they meet obligations
to become and stay employed;
o effectively serves people needing assistance; and
o is accountable to the taxpayers of Ontario.

Priorities for Employment and Income Support (E&IS)
As a Division of Social Services the priorities through March 2012 are to:
Increase affordable transportation options for people with low income;
Implement a Divisional plan to deliver key services in the event of a
catastrophe or pandemic;
Participate in the Local Immigration Partnership initiative;
Implement action plans to address the feedback received through the
Corporate Employee Engagement Survey;
Review the Management structure of the Division;
Clarify the understanding of integration and decide upon next steps;
Complete the implementation of the Food Hamper database in the
community;
Work toward approval as a delivery agent within the new Employment
Ontario service delivery model;
Refine and develop employment programs;
Provide Employment Resource Centre resources to rural communities;
Complete the Service Delivery Evaluation and identify the next steps;
Ensure the management and accountability of the Consolidated
Verification Process in its new environment;
Implement and reinforce the Supportive Approaches through Innovative
Learning education model;
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Participate in Corporate (i.e., Regional) initiatives;
Participate in Provincial initiatives (including the Social Services Solutions
Modernization Project and the Social Assistance Review);
Review and build upon the media screen experiences in Cambridge;
Coordinate the hiring of Staff and the necessary physical space to address
service pressures; and
Enhance the accountability within E&IS by developing performance
measurements.

Section 2: Environmental Scan
2.1 Analysis of Previous Planning Cycle
In reviewing the strategies and targets as outlined in the 2010-2011 Ontario
Works (OW) Service Plan, the Region met or exceeded all of its employment
assistance targets with the exception of two: 2C “Job retention rate as
determined by average length of time from exit due to employment to re-entry to
social assistance”, and 2E “Average length of time to employment”.
2010 continued the previous years‟ trend as a challenging year given the
significant growth in the caseload and the accompanying service demands. As of
September 2011, the Ontario Works caseload was 39% higher than the
beginning of the recession (September 2008) with total of 8,765 cases. The
needs of the labour market and the abilities of participants will continue to
present challenges in the coming year.
The Employment and Income Support Division completed a comprehensive
review of its service delivery through a Service Delivery Evaluation with the
assistance of an external consultant. Through this project the Division spoke with
over 560 individuals including Staff, Community Partners, and Ontario Works
(OW) Applicants and Participants to receive feedback on what was working well,
what was not working well, and how service delivery could be improved. As a
result of this project, two reports are being prepared which will outline the major
findings and themes of the evaluation. As well, these reports outline the next
steps which will include a strategic planning session with Division management in
the fall of 2011 where action steps and priorities will be determined.
Throughout 2010 and the first quarter of 2011, the Region used monies from the
Enhanced Employment Services (EES) Initiative to purchase, expand and
develop services for participants. Projects included as part of the initiative: a
review of internal employment programming; an expansion of the Intensive Case
Management program; funding for several external employment programs; and
the ability to offer Employment Related Expenses to a greater number of
participants for a greater amount of items.

DOC 1016151
Page 5 of 24

2.2 External Influences
Local Labour Market
Employment and Income Support, Social Services annually asks the Workforce
Planning Board of Waterloo Wellington Dufferin (WPB) to produce a profile of the
local labour market, entitled the Labour Market Analysis report. The Labour
Market Analysis report identifies changes in the labour market in the KitchenerCambridge-Waterloo Census Metropolitan Area (CMA) by examining variances
in employment and labour data between 2009 and 2010.
The report illustrates that while Waterloo Region continued to feel the effects of
the economic downturn there were positive signs that recovery is taking place.
While the unemployment rate for the Kitchener-Cambridge-Waterloo CMA did not
drop back to pre-recession levels (5.7% in 2008), it dropped by 1.5% in the last
year (9.0% in October 2009 to 7.5% in October 2010). As well, the number of
employers in the Kitchener-Cambridge-Waterloo CMA increased by 3.8% from
2009 to 2010, including a 619 increase in the number of small and medium sized
businesses (up to 50 employees).
These findings are discussed in more detail below (Section 2.5).
Provincial and Regional Government Initiatives
There are several key Provincial and Regional initiatives that will impact the
delivery of services in 2011-2012. The Region will participate in the Commission
for the Review of Social Assistance in Ontario through a Staff survey and focus
group discussions. The feedback generated as a result of these activities will be
summarized in a report that will be sent to the Commission. As well, in the fall of
2011 the Division will begin outlining action and workplans to address the
feedback and needs identified through the aforementioned Service Delivery
Evaluation. There are a number of Regional initiatives that the Division will take
part in including: Employee Engagement Workgroups; the adoption and
implementation of a consolidated call centre; participation in a diversity and
inclusion strategy as well as a Identity Management initiative. Finally, a new
Regional Council will adopt a new strategic plan for itself.

At the same time, there are several specific Provincial initiatives that will impact
the work of the division, including:
Continuation and normalization of Supportive Approaches through
Innovative Learning (SAIL);
Social Services Solutions Modernization Project (including online
application);
Wrapping up the Enhanced Employment Services for Vulnerable Persons
initiative;
Transformation of Employment Services through Employment Ontario (as
an invited service provider);
DOC 1016151
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Follow up to the recommendations of the Commission for the Social
Assistance Review; and
Implementation of Enhanced Verification.
Immigration
The ability to obtain sustainable employment and achieve financial independence
is challenging for groups of people who are typically marginalized such as
immigrants (defined as individuals born in a country other than Canada). Data
collected from the Service Delivery Model Technology (SDMT) in October 2010
indicates that 3,829 Ontario Works participants (including dependents) reported
being born outside Canada. This number represents 24.5% of the total caseload
including dependents. A total of 2,749 interpreter appointments were booked for
Employment and Income Support from November 2009 to October 2010. The top
five interpreter requests were for Spanish, Portuguese, Farsi, Somali, and Dari
languages. In 2010, the Region translated the Rights and Responsibilities form
into five new languages (Mandarin, Portuguese, Urdu, Amharic and Punjabi).
There are a total of ten translated versions of the Rights and Responsibilities
document. The Division will consider additional translations as well as further
support to assist those whose first language is not English. Participation in the
Local Immigration Partnership initiative is an important undertaking in this regard.
2.3 Service Delivery Statistics
Table 2.3.1 summarizes key service delivery statistics from 2010 and provides a
forecast for 2011 through 2012 related to Intake and Emergency Assistance,
Case Management and Employment Services. The data provided is taken from
the Service Delivery Model Technology database unless otherwise noted. Form 5
has been used for caseload information to ensure consistency and ease of
comparison; however, these numbers do not reflect the workload accurately or
fairly.
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Table 2.3.1: Service Delivery Statistics
Service Delivery Statistics
Source

Prior Year
(2010)
Actual

Year 1
(2011)
Forecast

Year 2
(2012)
Forecast

1,256

1,300

1,340

8,551

8,800

9,100

Average monthly number of
Benefit Unit
Ontario Works participants
Summary
with participation requirements

11,991

12,320

12,740

Average monthly number of
Ontario Works participants
with deferred participation
requirements

Form 5
1,075

1,144

1,183

Average benefit unit to
Caseworker ratio

Average Time
Average
Earnings

94

94

94

Average benefit unit to
Caseworker Eligibility ratio

Average Time
Average
Earnings

271

271

271

Average participant to
Caseworker Participation ratio

Average Time
Average
Earnings

235

235

235

Average participant to
Intensive Case Management
caseload ratio1

Average Time
Average
Earnings

139

139

139

Average monthly number of
ODSP participants (voluntary)

Benefit Unit
Summary

81

80

80

Average monthly amount of
Ontario Works child care
subsidy

Children‟s
Services
(ROW)

$310,868

$320,000

$330,000

Average monthly number of
applicants

EIS
Applications &
Inquiries
Report

Average monthly caseload
(number of singles and
families including temporary
care assistance recipients)

Form 5

1

Includes participants assigned to Employment Resource Counsellors and Senior Caseworker,
Students.
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2.4 Caseload Description
Employment and Income Support conducts an annual review of the known
demographic characteristics of participants who are on the Ontario Works
caseload to inform service planning. Table 2.4.1 provides a point-in-time
snapshot of the Ontario Works caseload as it was on October 31, 2010 and
reveals how the caseload has changed over the past year. The Caseload Profile
illuminated that there was a 2.5% increase in the total caseload from October
2009 to October 2010. Other notable changes in the caseload included an
increase in the number of heads of household, an increase in the number of
dependents, as well as an increase in the number of children aged zero to six.
The 2010 Caseload Profile examined adults aged 45 years and older as an
additional area of focus. Adults aged 45 and older on the caseload were more
likely to be single, were more likely to report lower monthly net earnings, and
were more likely to be on assistance for four years or greater when compared to
other adults on the caseload.
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Table 2.4.1: Caseload Profile Data
Item

October 2009

October 2010

% Changed

Number of heads of household
Number of dependents2
Total caseload
Average Age of Adults3
Gender
Age distribution of Dependent Children
Number of children aged 0-6

8,065
7,145
15,210
34.6 years
54.4% female

8,213
7,382
15,595
34.5 years
55.0% female

1.8%
3.3%
2.5%
-0.2%
0.6%

3,029

3,157

4.2%

Married or common-law

10.1%

10.6%

0.5%

Singles
Sole-support parents
Couples with children
Couples without children
Average number of children4
Highest level of education completed
Less than Grade 9
Grade 9-11
High school
Post-secondary
5
Months on assistance
0-4
5-12
13-24
25+
Total caseload born outside of Canada
Employed Adults
Median monthly earnings (net)

54.8%
34.4%
8.4%
2.4%
2.0

56.3%
32.8%
8.7%
2.3%
1.8

1.5%
-1.6%
0.3%
-0.1%
-10%

8.2%
41.6%
32.9%
17.3%

9.0%
41.9%
31.6%
17.5%

0.8%
0.3%
-1.3%
0.2%

36.3%
30.6%
16.7%
16.4%
25.5%
10.8%
$532.99

33.6%
25.5%
20.8%
20.1%
24.5%
10.9%
$569.42

-2.7%
-5.1%
4.1%
3.7%
-1%
0.1%
6.8%

Marital status
Family composition

2

Includes ongoing spouses/same-sex partners, dependent adults and dependent children.
Includes heads of household, spouses/same-sex partners and dependent adults.
4
Only includes households with children.
5
Ongoing heads of household in October 2009.
3
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2.5 Local Labour Market
In May of 2011 the Workforce Planning Board of Waterloo Wellington Dufferin
(WPB) produced a profile report of the labour market in the Region of Waterloo,
as described above.
The report states the Region‟s population continued to increase, while labour
force participation rates decreased and the overall labour force remained
constant, suggesting that some people who were unemployed took themselves
out of the labour force in 2010. This will impact the Ontario Works caseload.
The Waterloo Region economy continued to shift from a Goods Production to
Service Based economy. The percentage of total employment in the
Manufacturing Sector declined from approximately 20% of total employment
within the Region in 2008 to just over 19% in 2009. By October 2010,
employment rose to 53,300 and it was anticipated that the overall 2010 numbers
would increase slightly. Jobs in the Manufacturing Sector now require higher skill
levels and as such are more likely to have increased in permanence than over
the past couple of years. Despite the downsizing of the industry, almost one in
five jobs is directly situated in the Manufacturing Sector and it is still the largest
employment sector in the region.
Employment in the Service Sector continued to increase, particularly in the
Finance Sector as well as the Transportation and Warehousing Sector. Workers
in the Professional, Scientific and Technical Services are often referred to as part
of the Creative Class. Research done by the Workforce Planning Board of
Waterloo Wellington Dufferin indicated that Creative Class employment is
growing at a much faster pace in this region than in Ontario as a whole.
However, the number of people employed within the Creative Class in Waterloo
Region still lags behind Ontario as a percentage of the total labour force.
For the first time in a couple of years hiring is occurring across a number of
essential Sectors including Health Care and Manufacturing. According to the
Conference Board of Canada, although near term job growth in Canada is
expected to be weaker than last year, employment prospects remain positive
for the Kitchener-Cambridge-Waterloo CMA. Employment growth is expected
to continue in occupations relating to the Professional, Scientific and Technical
Services industries, thus underscoring the need for education, skill
development and training.
For a full analysis of the labour market in Waterloo Region refer to the 2010
Labour Market Profile which is available upon request. The labour market review
will inform internal as well as external planning for Provincial and Regional
government initiatives.
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2.6 Community Engagement
Employment and Income Support collaborates with key stakeholder groups to
improve employment outcomes for participants. The feedback that was received
from community partners was a critical piece of the Service Delivery Evaluation.
Forming partnerships enables Employment and Income Support to be involved in
key Regional and Provincial projects, support innovation in programming and
address priorities such as providing responsive services to immigrants and other
vulnerable populations. This section of the plan will provide a brief overview of a
number of these partnerships and initiatives.
Employment and Income Support Community Advisory Committee (EISCAC)
The EISCAC is comprised of key stakeholders including social assistance
recipients, community agencies, Provincial representatives, and the Chamber of
Commerce. The Committee meets six times a year to offer advice on the delivery
of services by Employment and Income Support. The Committee is chaired by a
member of Regional Council and reports to the Community Services Committee.
As a result of a recommendation from the Committee the division has worked
with community partners to assist OW participants file income tax returns. The
2010 EISCAC Annual Report is available upon request.
Community Employment Linkages Committee (CELC) and Cambridge
Employment Facilitation Network
Employment and Income Support participates as a member on both the
Community Employment Linkages Committee (CELC) as well as the Cambridge
Employment Facilitation Network. In fact, E&IS Staff serve as Co-Chair on the
CELC. These partnerships are developed with the goal of facilitating interorganizational support and collaboration. CELC has been active with the
implementation of the new Employment Ontario service model.
Waterloo Region Immigrant Employment Network (WRIEN)
The Region of Waterloo was a funder of and an active participant in this formal
network of agencies and individuals formed to promote the employment of
immigrants in Waterloo Region. In fact, the Region‟s Chief Administrative Officer
chaired the WRIEN Steering Committee. Employment and Income Support has
participated in the development of the loan fund, a program designed to assist
foreign trained professionals in obtaining their Canadian accreditation. The
Network has now been folded into the Local Immigration Partnership Council.
Local Immigration Partnership Council
Employment and Income Support Staff were members of the advisory committee
formed to establish the council and are active members on various working
groups. This federally funded initiative has developed and submitted a plan to
enhance supports to assist immigrants with settling in Waterloo Region. The
Region continues to be involved in the establishment of a council to move this
community plan forward.
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The Workforce Planning Board of Waterloo Wellington Dufferin (WPB)
The Workforce Planning Board of Waterloo Wellington Dufferin works to engage
communities and community partners in local labour market development and to
develop solutions to local workforce development issues. The Region of
Waterloo has developed a strong partnership with the WPB and has collaborated
on a number of initiatives including the Making Cent$ of Abilities conference and
a subsequent coalition of individuals, agencies and employers to promote the
employment of persons with a disability. The Region participates on the Board of
Directors of the WPB in an advisory capacity and is a member of the Making
Cent$ of Abilities steering committee.
Homelessness to Housing Stability Initiative
The Region has approved a comprehensive plan to addresses homelessness.
The Division sat on the Steering Committee monitoring the implementation of the
initiative. Members of the Steering Committee included Regional Council,
Provincial Staff, key community agencies, and Police Services. The initiative is
led by Social Planning, Policy, and Program Administration of Social Services.
This initiative is currently undergoing a process to review and update the
homelessness to housing strategy for the Region and E&IS is a partner in this
process.
Social Housing
To further support and ensure housing for Ontario Works (and Ontario Disability
Support Program) participants, senior E&IS Staff meet regularly with their
colleagues in Housing (a division of Planning, Housing and Community
Services). These relationships have resulted in enhanced internal communication
protocols and a more formal response to crisis support (i.e., in response to
emergencies such as a fire). In this way, housing is stabilized and secured for
people who are particularly vulnerable to losing their housing.
Transit for Reduced Incomes Program (TRIP)
The TRIP advisory group, chaired by Employment and Income Support, has
conducted research and held focus groups with key stakeholders to identify
strategies to increase affordable transportation opportunities for persons with low
income. The advisory group is looking at pilot project(s) to test strategies to
increase access to affordable transportation. Of course, the advisory committee
oversees the administration of the Regionally funded program which provides a
concession to the cost of a bus pass for persons with low income.
Transit Affordability Plan Program (TAPP)
This project is a result of one of the TRIP pilot projects. Initially through
Enhanced Employment funds and now as part of its regular budget, the division
provides bus passes to Ontario Works participants who are upgrading their
education (grade 12 or GED) or attending English as a Second Language
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programs. This funding advances the inclusion principle within SAIL and
facilitates the increased employability of the individual. The E&IS division and
Grand River Transit are exploring additional opportunities to increase access to
affordable transportation for persons with low income. This was identified by OW
participants as one of their top priorities through feedback they provided as part
of the Service Delivery Evaluation.
Ontario Municipal Social Services Association (OMSSA)
The Region of Waterloo remains an active member of the OMSSA. OMSSA has
been contracted to provide the training and delivery of SAIL. Staff from the
division participate on the OW Network and on relevant working groups. Of
course, staff from the division are active in the Zone 3 front-line Staff training,
attend the annual conferences and other training events and participate on
relevant work groups.
Provincial and Regional Partnerships
Employment and Income Support will participate in the following initiatives in
2011:
The Region has been approved as a full-suite Employment Ontario
Service Provider which has enhanced the continuum of services and
support available to OW participants.
Staff regularly meet with representatives of the Ministry of Community and
Social Services and the local Ontario Disability Support Program offices to
discuss issues of mutual concern and ensure effective service
coordination;
The Director of E&IS is the Regional representative on the Director
Administrator Reference Group;
Staff also participate with Ontario Works Administrators and municipal
Staff from the Central West Region as well as key Provincial Staff from the
Regional office of the Ministry of Community and Social Services in the
Social Assistance Directors Forum; and
The Division will participate in the Commission for the Review of Social
Assistance in Ontario through a Staff survey and focus group discussions.
The feedback generated as a result of these activities will be summarized
in a report that will be sent to the Province.
Finally, given the volatility of the economic environment and the needs of the
community, Employment and Income Support has actively sought to strengthen
existing and build new partnerships to best meet the needs of the community.
This has included offering co-location opportunities to other service providers and
the exploration of alternative service delivery approaches. These co-location
opportunities have included the Region providing space for local providers, for
example to Staff from Project Read of the local literacy network and Care 4
Nurses (a bridging program for new Canadians).
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Section 3: Program Management
3.0 Introduction
Employment and Income Support offers service out of three locations within
Waterloo Region. The Waterloo office is located at 99 Regina Street and
provides income support and some employment services including an
Employment Resource Area to citizens living in the cities of Kitchener and
Waterloo as well as the Townships of Woolwich, Wilmot and Wellesley.
Employment programming and services are offered to citizens living in KitchenerWaterloo and the surrounding Townships largely from the Kitchener office, which
is located at 235 King Street. Citizens living in the City of Cambridge and the
Township of North Dumfries are provided both income support and employment
services at a co-located site situated at 150 Main Street in Cambridge. As an
approved Employment Ontario service provider the full suite of employment
services are offered at all three locations. This section of the plan provides an
overview of Intake and Emergency Assistance, Case Management and Program
Integrity services.
3.1 Service Delivery Rationale
Intake, Eligibility Determination and Emergency Assistance
Intake Services Staff assess the needs of individuals to determine the
appropriate level of support. Available supports include: emergency assistance;
assistance with utility arrears/disconnection (Waterloo Region Energy Assistance
Program); discretionary benefits such as dental services (Ontario Disability
Support Program participants) and/or ongoing Ontario Works assistance.
Individuals determined eligible for ongoing Ontario Works assistance are
scheduled for a documentation interview with a Caseworker. In 2010, Intake
Services received a monthly average of 913 general inquiries, booked an
average of 804 intakes to the field each month, and provided discretionary or
emergency assistance to an average of 200 individuals each month. In May
2011, the Online Application for Social Assistance was successfully implemented
as another avenue for residents to apply for social assistance.
In addition to the services described above, the Social Services After Hours
Emergency Service provides on-call support to assist individuals outside of
regular business hours. The First Response Protocol responds to individuals who
have lost their housing as a result of a catastrophe. Through an agreement with
the Red Cross, immediate shelter and support is provided. As well, the Region
purchases emergency shelter (nine shelter agencies, 275 beds) and domiciliary
hostel services (16 domiciliary hostels, 326 beds) for those in need of such
support. In recent years, the Region has enhanced such supports for vulnerable
populations including youth, young single parents and those with significant
mental health issues through the addition of new service providers and the
enhancement of existing services.
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Case Management – Eligibility and Participation
The composition of Caseworkers is at a ratio of 75% Caseworker, Participation
and 25% Caseworker, Eligibility. Caseworkers in the eligibility assignment
complete documentation verification and grant ongoing financial support to
Ontario Works applicants. Staff in this assignment also manage the former
Consolidated Verification process, now known as the Eligibility Verification Model
review process. The Eligibility Verification Model was successfully tested and
initial targets were met. While committed to program integrity, service pressures
will compromise the ability of the Division to support the program as the current
focus is upon ensuring people are granted assistance in a timely manner.
Caseworkers in the participation assignment become the primary case manager.
Participation Caseworkers first stabilize the participant‟s situation and through an
Individual Service Plan work collaboratively with participants to identify a realistic
plan to move toward self-reliance and sustainable employment. As provided in
Table 2.3.1 (Service Delivery Statistics), the ratio of participants to workers has
risen sharply, compromising the integrity and quality of service.
Program Integrity
Eligibility Review
Eligibility review refers to the full investigation that is carried out in the event of an
allegation of fraud. Table 3.1.1 listed below shows the 2010 yearly totals for
Eligibility Review. While committed to the Eligibility Review Officer program, this
too has been impacted by the reallocation of resources necessitated by the
economic downturn. As workload and Staffing levels stabilize, the resources
associated with eligibility activities will be adjusted accordingly.
Table 3.1.1: Eligibility Review: 2010 Yearly Totals
# of Cases Referred
374
# of Cases Completed
261
# of Withdrawals
130
# of Overpayments
119
# of Fraud Referrals
12
Amount of Overpayment
$554,362.20
Casefile/Overpayment Review
During the transition within the Service Path Redesign the Casefile Review
process was suspended. It is the intent to update the audit tools to incorporate
new service model features during 2011. The review of terminated cases with an
overpayment was incorporated into the role of the Senior Caseworkers, Eligibility
Review in September 2009. With the re-allocation of Staffing resources to
address the rising caseload, the Division will review its approach to both
initiatives in 2011-2012. Finally, the Region participated in the overpayment
write-off initiative for outstanding overpayments under the General Welfare
Assistance Act.
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Family Support
The goals of the Family Support Unit are to increase and maintain the
percentage of sole support parents receiving Ontario Works with support
provisions; to increase the average amount of support in pay within the Child
Support guidelines; and, to defend arrears owed to the Province and/or to a
municipality. Family Support Workers also provide individual clarification and
information regarding support issues to Caseworkers. In 2010, there were 8
Family Support Workers and the Family Support Unit received a monthly average
of 235 referrals. Regrettably, as a result of service pressures and exceptional
Staffing circumstances the unit suspended defense of arrears owed to the
Province. This decision will be reviewed in 2011 as workload and Staffing levels
stabilize and resources become available.
3.2 Overview of Learning Supports
Throughout 2011 and 2012, the core modules and toolkits of Supportive
Approaches through Innovative Learning (SAIL) will be provided to all Staff of
Employment and Income Support. As well, the division has invited staff from
other divisions and departments, including Children‟s Services and Housing, to
participate. The Region contracted with OMSSA to facilitate the five core
modules. These core modules will be completed by the end of 2011. Community
agencies, with expertise in the areas addressed in the toolkits (e.g., family
violence, disability awareness) will be engaged to provide awareness sessions to
Staff. A cross section of front line Staff act as an advisory group to assist with the
design and implementation of SAIL and as liaison to provide feedback from
peers. As with the Advanced Case Management Development Program, the
components of SAIL will be incorporated into all training provided to new and
returning Staff. The advisory group has been key to the success of the initial rollout and will guide the subsequent normalization of SAIL within Employment and
Income Support. The Province‟s funding to SAIL has been enhanced by the
Region through the 2011 budget process.
Staff are offered a variety of training opportunities appropriate to their role during
the course of the year. The Region‟s Performance Development Program permits
Staff, with their supervisor, to shape their own personal development plan. The
division‟s training unit will provide a number of „refresher‟ programs during 2012
based upon Staff feedback received during the 2011 year. As well, Staff are
supported to attend conferences and courses through the Association for
Municipal Employment Services (AMES); OMSSA (e.g., FSW training); as well
as local workshops dealing with issues such as addiction and inter-agency
events. The Region of Waterloo will host the annual AMES conference in
October 2011.
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3.3 Business Practices
As outlined in previous Service Plan submissions, the Region undertook a
significant restructuring of its service delivery model, introducing changes in the
roles of the Caseworker, enhancing frontline clerical services for program
participants and adding job retention services among other initiatives. This
restructuring was done with a focus upon OW participants, which in the end
should ensure the delivery of programs that are consistent with Provincial
policies. A number of evaluations of component elements have been undertaken
and adjustments have been made to business practices and service delivery
processes as a result. For example, two evaluations that were completed in 2010
include a review of Job Retention Services supports as well as an assessment of
the Intensive Case Management Program. Both of these projects are beginning
to work on the implementation of the recommendations that arose as a result of
the evaluations. These reports can be made available upon request.
As previously mentioned, Employment and Income Support completed a
formative evaluation of its service model within the first quarter of 2011. A
consultant not affiliated with the Region of Waterloo has been engaged as the
project lead for this evaluation and supported a process to develop
recommendations for further service development based on the feedback
received. Through this project the Division spoke with over 560 Staff, Community
Partners, and OW Applicants and Participants to receive feedback on what was
working well, what was not working well, and how service delivery could be
improved. Some of the major findings from the evaluation included:
Over 97% of OW Applicants rated Intake and Casework Staff as polite,
respectful and friendly;
70% of Limited English Speakers said more documents should be
translated;
61% of Community Partners wanted more contact with E&IS Staff around
general program issues;
There was a disconnect (i.e., disparity) between the methods of
communication that Community Partners regularly use and prefer to use
to communicate with E&IS; and
66% of OW Participants rated E&IS employment programs as „helpful‟.
As a result of this project, two reports will be authored which outline the major
findings and emergent themes of the evaluation. These reports will also
communicate the next steps which will include a strategic planning session with
Division management in the fall of 2011 where action steps and priorities will be
determined. The findings of this evaluation will significantly shape future program
development. These reports can be made available upon request.
The Management structure of the Division was reviewed when its current form
was established over five years ago. A number of reasons suggest the need for a
review: the restructuring of service delivery in recent years; service pressures;
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uneven spans of control; the need to maximize the skills and abilities of
Management Staff; the value of a structure that integrates services in the best
interests of program Participants; and the potential impact of the Social Service
Solution Modernization Project and the Social Assistance Review. The review will
be completed in 2011 with implementation to follow as appropriate.

Section 4: Outcome Strategies
4.1 Service Strategy Rationale
Services are being developed in response to 2010 service experience (including
the Enhanced Employment Services initiative), the caseload profile and the
labour market analysis which were provided above, as well as information from
the Service Delivery Evaluation.
A wide range of employment services and supports are provided to Ontario
Works participants directly through Employment and Income Support, through
purchase of service agreements with external brokers, or in collaboration with
community partners. These form the core of the Division‟s service strategy. As
described below Enhanced Employment funding has enabled the Region to
introduce additional services and supports. Programs and services currently
available to Ontario Works participants include:
Employment Resource Areas (ERAs) at three sites;
Job search, support, referral and assessment;
Employment counselling;
Psycho-Social Groups;
Psycho-Vocational Assessments;
Language Counselling and Assessment;
Intensive Case Management including Social Work Intervention;
Group Employment Programs;
o Planning for Employment;
o Toward Employment;
o General Equivalency Diploma (GED);
o Employment Options Program;
o Tools and Techniques for Job Search;
o 30 Ways to Shine;
o Workers 45+ Program;
o Job Café;
o Focus for Change;
o Small Steps to Success;
Literacy Programs and Services, including the Family Literacy Program;
Community Placement;
Experience Matters (skill based training);
Employment Placement Services;
Self-Employment Development;
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Learning, Earning and Parenting Program (LEAP); and
Full-suite of Employment Ontario services.
A number of strategies were put in place to better support persons who were
newly unemployed:
Regular tours of the Employment Resource Areas;
1:1 assistance through on-site job coaching and with resume writing in the
ERA; and
Immediate resume writing supports.
Finally, a pilot project is underway to extend electronic access to employment
resources (e.g., job banks, resume writing) that are currently available through
our Employment Resource Area computers to rural sites. More detail on
individual programs and services can be provided on request.
4.2 Linking of Strategies to Outcome Measures
Key employment/employability enhancements to services that were implemented
or refined throughout 2010 include:
Refinement of the separation of the Caseworker position into two
assignments or roles (i.e., eligibility and participation);
Creation of a GED program for participants; and
Funding the highly successful Small Steps to Success Program in
Cambridge in cooperation with the local college.
Descriptions of these initiatives can be found below.
Changes to the Caseworker Role
The Caseworker role has been separated into two assignments: Eligibility and
Participation. Separate workers fulfill the Eligibility and Participation roles, and
the division is working towards a ratio of 75% Participation and 25% Eligibility
workers. The worker in a Participation role, using such tools as an Individual
Service Plan, first stabilizes the person‟s situation and then works toward
increased independence including sustainable employment.
General Equivalency Diploma
It has been clear that job search and planning, although always a requirement,
was not meeting the needs of some participants due to the demands of the
current job market. The labour market would suggest that a high school diploma
is often a minimum requirement for most entry level positions. The General
Equivalency Diploma program that was being provided through the local
Community College often had a waitlist of interested participants. Participants
wanting to upgrade could not do so given the waitlist. Beginning with funding
from the Enhance Employment Services initiative the Division began offering
GED training and testing courses with the assistance of the local Community
College. This ensures that clients can take steps to ensure that they are
prepared when the labour market opens up.
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Small Steps to Success
Small Steps to Success is a 12 week program that offers life skills, emotional
support, occupation and job search training to women. Many of the program
graduates move on to continue their education and become successful in their
job search. The program was funded originally by the Ministry of Training,
Colleges, and Universities but funding ended with the introduction of the new
Employment Ontario model. The Region took over the funding in 2010 and will
continue this arrangement into 2011 with a review in 2012.

4.3 Action Steps and Resources
Several of these programs are in varying states of review and refinement as
described. A number of the initiatives were implemented in the previous planning
cycle as a result of the Service Path Redesign. As discussed the Division has
undertaken a formative evaluation of its delivery model to determine where
further improvements can be made.
With funding provided under the Enhanced Employment Services for Vulnerable
Persons the Region was able to test a number of interventions which are being
continued throughout 2011 and 2012; Small Steps to Success is one example.
Additional funding has been made available to purchase bus passes for
individuals completing their high school or GED education or attending English
as a Second Language programming. Such a strategy reflects the needs of the
caseload and the labour market while addressing both employability and
community inclusion for vulnerable citizens. Finally, as stated at the end of this
section, the Region continues to build on its past experience and learning
through continued evaluation and ongoing internal working groups, which often
directly involve program Participants.
A recurring theme in service planning has been the impact of the recession on
service delivery. Some services (e.g., CVP, Eligibility Review and Family
Support) have been compromised in order to address the rising service demand
which has not abated. Caseload pressures are significant. The Region committed
to the hiring of additional Casework Staff as a result of these pressures. The
Region acknowledges and appreciates the flexibility and funding afforded by the
Province. Nevertheless, the Region must continue to use its 2011 Tax
Stabilization Revenue fund to address these costs. These costs are outlined in
the Region‟s annual budget submission.
4.4 Stakeholder Linkages
Section 2.5 described the diversity of relationships and linkages upon which the
Region will draw to support its work. Given the economic downturn, Staff have
worked closely with the Ministry of Training, Colleges and Universities over the
past year. Given the circumstances of participants the Region continued to
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remove any barriers that limit access to the Second Career program. Through
our role as an Employment Ontario Service Provider the division is well placed to
further promote this program. A similar approach has been taken with the federal
program, Targeted Initiative for Older Workers (TIOW).
The Region continues to be a Service Delivery site for Employment Ontario,
funded in part by the Ministry of Training, Colleges and Universities. We continue
to extend the continuum of opportunities available to Ontario Works participants
as a result. This is achieved through the coordination of services both internally
and externally through continued membership in community forums such as the
Community Employment Linkages Committee.
4.5 Service Gaps
Service gaps can be identified in a variety of ways; similarly, the response can
take different forms. Such issues can be raised in a forum such as the
Community Advisory Committee or the Community Employment Linkages
Committee for discussion and potential coordinated action. If appropriate, the
issue may require discussion with and/or action by a senior level of government.
The Social Assistance Directors‟ Forum for Central West Region has been an
excellent resource to identify and potentially resolve issues with Provincial Staff.
This opportunity is enhanced by participation in the Director and Administrator
Reference Group. As noted above in several places the Service Delivery
Evaluation and the evaluations of specific services have yielded valuable
information which can be used to identify and address service gaps. The annual
caseload and labour market profiles ensure the division is current with the needs
of program participants and labour market trends.
4.6 Increased Employability Strategies
The Region has put in place a number of strategies to enhance employability. At
the core of increased employability strategies lies the Caseworker involved in the
participation assignment. The participation Caseworker‟s role is to develop an
Individual Service Plan which first stabilizes the individual‟s situation (e.g.,
housing) and then charts an appropriate path towards sustainable employment (if
appropriate). It is recognized that in this journey the participant may benefit from
programs and supports which address his/her knowledge, skills and attitude.
Based on continued attention to our client population, the Region has introduced
the GED program as a way of combating persistent unemployment. While the
Region of Waterloo continues to struggle with a higher unemployment rate,
obtaining a grade 12 diploma prepares our clients for future employment and a
potential move to further education through other community college programs.
This will assist clients as the Region continues to grow from a manufacturing
base to a higher skilled labour force. Similarly, through regular client profile
reviews the division is now in discussions to introduce a basic life skills program.
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The division continues the work that was initiated by the Enhanced Employment
Services for Vulnerable Persons (EES) initiative. Through these funds the
division purchased, expanded and developed services for participants. The
division‟s Intensive Case Management program has allowed us to work closely
with youth and clients who continue to rely on social assistance for an extended
period of time. The plan is to continue this program. Through EES funding the
Region has provided funding for Small Steps to Success, a program geared to
moving women from dependency to employment. EES provided the impetus for
the GED program and the resurrection of the Experienced Worker Program,
which is delivered to clients aged 45+ who have been displaced in the unskilled
job market.
This initiative also enabled increased funding to several partner agencies to
provide a greater level of service to OW participants. This funding included:
increased funding to Conestoga College to extend counseling services to
participants who attend Conestoga College within the Region of Waterloo;
funding was increased to clients attending Focus for Change; and, Project
Read‟s literacy program was expanded.
The EES funding permitted the Region of Waterloo to extend its ability to provide
Employment Related Expenses to a greater number of participants and a greater
amount of items were provided. A review was completed at the end of the
funding timeline and the Region has continued to provide this expanded list of
items. This expanded list includes facilitating pardons, purchasing school
supplies, and tuition for skill-based courses past a secondary school level that
are not covered by MTCU or other grants or bursaries.
As well, Employment and Income Support Staff have worked actively in areas
such as transportation, housing, food security and community support to identify
and facilitate the resources that will enable Ontario Works recipients to
participate fully in the life of the Region. Of course, this work is validated and
promoted by the principles of SAIL being reviewed with Staff.
4.7 Monitoring Service Strategies
The Provincial update of target achievements which are provided on the Extranet
are reviewed with all managers within Employment and Income Support. The
results (and any issues) are discussed with the Program Supervisor (Ministry of
Community and Social Services). As appropriate, a business case is presented
to Provincial Staff if the targets must be adjusted.
As described above, Staff are engaged in (and have already conducted) a
number of evaluations of the various elements of the Region‟s Ontario Works
service model. Services and supports are refined based upon the findings with a
view to the impact upon the achievement of earnings and employment outcomes.
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The Region has undertaken an ambitious evaluation of its service model,
involving a number of community agencies, Employment and Income Support
Staff as well as Ontario Works participants. It is anticipated that the evaluation
will be completed in time to inform the development of the next years‟ Service
Plan Addendum and year two targets. One follow-up will be the development of a
strategy(ies) to continually review and enhance services.
Lastly, the Region participates in the Ontario Municipal Benchmarking Initiative
(OMBI) and the Division has additionally set its own Individual Performance
Management Targets. As part of the 2012 budget process, E&IS will establish a
set of performance indicators or measures which will further enhance
accountability and promote effective service delivery.

Section 5: Next Steps
5.1 Next Steps
In 2012 an update to this plan will be submitted as a Service Plan Addendum.
The update will capture: changes in external influences such as the labour
market and caseload demographics; report on any changes in service delivery
and business processes; and set out the Outcome Measure targets and related
strategies for 2012.
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REGION OF WATERLOO
SOCIAL SERVICES
Children’s Services
TO:

Chair Sean Strickland and Members of the Community Services Committee

DATE:

November 8, 2011

SUBJECT:

CHILD CARE FEE SUBSIDY CASELOAD UPDATE

FILE CODE: S02-80

RECOMMENDATION:
THAT the Regional Municipality of Waterloo request $2M in ongoing funding from the Provincial
Ministry of Education, Early Learning Division to address the funding pressures for child care
fee subsidy;
AND THAT the Regional Municipality of Waterloo forward copies of this request to the Minister
of Education and to local Members of Provincial Parliament, as outlined in report SS-11-047,
dated November 8, 2011.
SUMMARY:
This report provides an update on the current caseload demands for child care fee subsidy and
highlights the need to request increased Provincial funding to support families to work, attend
school and participate in retraining programs. The fee subsidy program provides assistance for
families with their child care costs. Eligibility is determined using the Provincial Income test.
Current demand exceeds the budget allocation from the Province and has resulted in a waiting
list for children of subsidy eligible families.
REPORT:
1.0 Background
Child Care Fee Subsidy provides financial assistance with the cost of child care to families who
are working, attending school or training, have a child with special or social needs or who are ill,
disabled or attending a day treatment program. A Provincial Income Test is used to determine
eligibility for child care fee subsidies. Financial eligibility is based on the parent/guardian
adjusted net income on their most recent Federal Notice of Assessment. Families with a net
income of $20,000 or less per year are eligible for full subsidy and families whose income is
above $20,000 pay a portion of their child care costs (called a parent contribution). Families are
determined ineligible when their parent contribution is more than their actual child care costs.
Children of subsidy eligible parents can be placed in a licensed child care centre, licensed home
child care agency home, an approved summer camp or a full day kindergarten before and after
school program in Waterloo Region.
The 2011 Provincial funding allocation for the fee subsidy program was approximately $15 M,
roughly 35% of the Children’s Services total budget. This funding allows for placement of an
annual monthly average of about 2700 children per month. Since 2009 the demand for fee
subsidy has actually averaged closer to 3000 per month. In 2010 due to the high demand, a fee
subsidy waiting list was implemented. The waiting list has been in place since August 23, 2010
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and has resulted in growing numbers of families waiting for fee subsidy.
2.0

Current Child Care Fee Subsidy Funding

The fee subsidy budget is one of the largest operating budget expenditures for Children’s
Services. It includes all payments made on behalf of subsidy eligible families for licensed early
learning and child care services across the Region. The total fee subsidy budget is $14,765,979
($10.1 M, is cost shared 80% Provincial, $4.6 M, 100% Provincial, $1.2 M 100% through the
Regional tax levy).
The current demand for fee subsidy is exceeding the current Provincial budget allocation.
Provincial investment in child care fee subsidy has increased by $8M over the previous five
years but has not kept pace with growing demand. Since 2005, Provincial cost sharing formulas
have not included a municipal contribution or cost sharing agreement. In 2010 a budget issue
paper addressed the need for an increase in funding for the fee subsidy program. Council
approved an increase in the fee subsidy budget of $1.35 million ($270,000 net levy) for 2011.
This was based on an assumption of 80% Provincial funding which was not provided. In 2010
two new funding envelopes were introduced to address the impact of full day kindergarten on
the licensed Early Learning and Child Care sector. The new funding includes, $397,744 in Child
Care Stabilization and minor capital funding and an additional $67,033 in ongoing 100%
Provincial funding to be used specifically for fee subsidy for four and five year olds attending
before and after school portion of full day early learning kindergarten sites.
The current fee subsidy funding provides for expenditures of $1.2M per month on average. The
actual expenditures each month varies depending on the hours of care and cost of care for
children. The chart below provides an overview of the monthly expenditures as well as budget
targets to maintain expenditures within the current approved budget. In 2011,expenditures in the
first quarter of the year were high resulting in a freeze on all placements until numbers and
expenditures dropped. During the second quarter placements from the waiting list occurred on
an attrition basis. In the last quarter a significant drop in expenditures in the month of
September allowed staff to increase the number of children being placed from the waiting list in
October and November to ensure full utilization of the fee subsidy budget.
Figure 1- Monthly Fee Subsidy Expenditures
1,600,000
1,500,000
1,400,000

Budget
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Actual
2011

1,300,000
1,200,000
1,100,000
1,000,000
900,000

DOCS#1054305

Page 2 of 4

November 8, 2011

Report: SS-11-047

Over 300 children will be placed from the waiting list during October and November. The waiting
list numbers are fluid, each month approximately 180 new families are determined eligible for
fee subsidy and are placed on the waiting list.
3.0

Service Levels and Anticipated Demands

The number of children eligible for fee subsidy has increased from an annual average of 2,300
to over 3,000. In the past two years, demand for fee subsidies has remained high, the approved
budget allows for a monthly average of about 2700 children. To date, in 2011, the demand for
fee subsidy continues to remains at around 3,000 children all of whom have been eligible for
subsidy. The current waiting list is directly impacting families’ ability to participate in retraining,
attend school and employment.
4.0

Waiting List Priority System

A new waiting list priority category system was implemented as of January 2011 (SS-02-80). In
order to ensure families on the waiting list in the old priority system were not negatively
impacted by the change, all families waiting for fee subsidy from August 23, 2010 to December
31, 2010 were placed in January and all new applicants were put on the waiting list using the
new categories. Since January the number of eligible families on the waiting list has grown. As
of October 24, 2011 there were 560 families waiting for child care fee subsidy assistance. The
waiting list categories are as follows:
Category 1 – families with a special needs child
Category 2 - families with income of $0-$20,000
Category 3 – families with income of $20,001 - $40,000
Category 4 – families with income of $40,001-$60,000
Category 4 – families with income of $60,001+
The category determines the priority for placement based. Between January and October 2011,
no placements have occurred for any families beyond a category 2. Placement from the waiting
list occurs when other children leave the program and sufficient funding remains. It is unlikely
many placements for families in category 3-5 will occur this year.
5.0

Wait list Management

Expenditures in the fee subsidy budget are monitored on an ongoing basis. Placement of
families from the waiting list is dependent upon the number of clients leaving the program in the
month as well as total monthly cost for those children currently placed in licensed child care
settings. Approximately 100 children are placed from the waiting list each month and
approximately 180 new clients are determined eligible and are placed on the waiting list. As of
October 20th, 2011 staff increased the number being placed from the waiting list to 300 children
in response to a higher number of families leaving the program in September combined with
lower monthly expenditures than anticipated.
6.0

Provincial Funding

Provincial responsibility for all child care funding was transferred to the Ministry of Education
(MEDU) effective January 1, 2011. Provincial funding requests now align with MEDU financial
reporting. In 2010 the Region requested $3.5M in additional costs related to funding pressures
in wage subsidy, fee subsidy and one time maintenance and repairs, none of this was provided.
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MEDU has made a commitment to provide municipalities with budget allocations by December
1, 2011 for the coming 2012 budget year. In order to alert MEDU to the financial needs related
to fee subsidy, staff are recommending formal correspondence to the Early Learning Division of
MEDU to address the needs of families on the fee subsidy waiting list.
CORPORATE STRATEGIC PLAN:
Focus Area 4: Healthy and Inclusive Communities; Collaborate with the community to support
the development of services for children.

FINANCIAL IMPLICATIONS:
The Children’s Services Division budget totals approximately $37.5 million of this total
approximately $15M is provided for the fee subsidy program. Through managing the wait list
staff will try to ensure that the fee subsidy budget will not be over expended in 2011. The
requested $2M will allow placement of all families on the waiting list in 2011.
OTHER DEPARTMENT CONSULTATIONS/CONCURRENCE:
The ongoing assistance of Finance staff is required to monitor expenditures and submit
quarterly claims to the Province.

ATTACHMENTS
NIL
PREPARED BY: Nancy Dickieson, Director, Children’s Services

APPROVED BY: Michael Schuster, Commissioner, Social Services
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REGION OF WATERLOO
SOCIAL SERVICES
Social Planning, Policy and Program Administration

TO:

Chair Sean Strickland and Members of the Community Services Committee

DATE:

November 8, 2011

SUBJECT:

IMMIGRATION PARTNERSHIP – WATERLOO REGION

FILE CODE: A34-01

RECOMMENDATION:
THAT the Regional Municipality of Waterloo approve entering into an agreement with the Greater
Kitchener Waterloo Chamber of Commerce under the Local Immigration Partnership as outlined in
Report SS-11-049, dated November 8, 2011, in a form satisfactory to the Commissioner of Social
Services and the Regional Solicitor;
AND THAT the Regional Municipality of Waterloo increase the 2011 Operating Budget for Social
Planning, Policy and Program Administration by $20,000 and $0 net regional levy;
AND FURTHER THAT the Regional Municipality of Waterloo increase the staffing complement
within the Social Planning, Policy and Program Administration Division by .8 FTE (shared across two
positions).

SUMMARY:
The Immigration Partnership is comprised of a broad range of stakeholders including employers,
service providers, immigrants, municipal government representatives, healthcare providers, and
other representative groups. The mandate of the Immigration Partnership is to help facilitate
successful settlement and integration of immigrants and refugees in Waterloo Region by creating
and enhancing partnerships in a comprehensive local Immigration Partnership and implementing
collaborative strategies through coordination, information sharing, problem-solving and
implementing strategies for change. To this end, the work of the Immigration Partnership is
organized under three pillars: Settle, Work, and Belong. As of August 1, 2011 the Waterloo Region
Immigrant Employment Network (WRIEN) has been integrated with the Immigration Partnership.
The Greater Kitchener Waterloo Chamber of Commerce has recently received funding from the
Ministry of Citizenship and Immigration and is requesting to allocate a portion of these funds to the
Immigration Partnership in order to deliver the New Canadian Employment Connections Program.

REPORT:
The Waterloo Region Immigrant Employment Network (WRIEN) was a catalyst in the initiation of the
Immigration Partnership in Waterloo Region and utilized its influence to engage the community in
discussions about the potential to improve the lives of immigrants in Waterloo Region through
collaboration and partnership. Through these discussions it was affirmed that WRIEN could best
achieve its employer engagement mandate in a holistic and coordinated manner by being part of the
broader Immigration Partnership. It was recognized that enhanced employer engagement activities
and outcomes could be achieved by working in an integrated fashion. After extensive community
planning and consultation, the Integration Task Team made a recommendation in April 2011 to the
WRIEN Steering Committee and the Local Immigration Partnership Council that: “WRIEN be
DOCS#1057144
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integrated within the Immigration Partnership on August 1, 2011”. The Immigration Partnership was
formed to support the integration of the previous Local Immigration Partnership and WRIEN. The
Region of Waterloo was subsequently asked to continue to host the Immigration Partnership and
this was approved by Council in March 2011 (SS-11-013/CA-11-004).
The Immigration Partnership has worked collaboratively with WRIEN staff, community partners,
employers and funders to ensure a seamless transition of WRIEN’s activities into the Immigration
Partnership. Historically, WRIEN has received funding from a number of sources, including the
Ministry of Citizenship and Immigration. Prior to a decision being made about the integration of
WRIEN with the Immigration Partnership, WRIEN, through its host agency the Greater Kitchener
Waterloo Chamber of Commerce, applied for a renewal of funding through the Ministry of
Citizenship and Immigration. This funding was approved on July 29, 2011. The Ministry of
Citizenship and Immigration is providing the funding to the Greater Kitchener Waterloo Chamber of
Commerce, as the original applicant for the renewal of funding. The Greater Kitchener Waterloo
Chamber of Commerce has requested that the Immigration Partnership provide oversight and
implementation for a number of services related to this program and, as such, will flow funding in
the amount of $240,000 during the period November 15, 2011 to July 31, 2014 in consideration for
such services. The services for this project include implementing networking events for employers
and internationally trained immigrants, delivering employer seminars, completing an environmental
scan and providing management oversight to the project.

CORPORATE STRATEGIC PLAN:
The report supports the Region’s Corporate Strategic Plan Focus Areas 4: Healthy and Inclusive
Communities and Strategic objective 4.8 (to) Partner with the community to improve programs and
services for immigrants and refugees.

FINANCIAL IMPLICATIONS:
The Operating Budget for Social Planning, Policy and Program Administration will be increased by
$20,000 for the period November 15, 2011 – December 31, 2011. The balance of the funds will be
spent over the period from January 2012 – July 31, 2014. It is anticipated that the funding allotment
will be utilized to hire a Community Engagement Coordinator (.6 FTE), increase Program Assistant
hours (.2 FTE). The following chart provides a projection of how the program budget will be
allocated over the course of the funding agreement:

Staffing Costs
Administrative Costs
Meeting Expenses
Communications/Marketing
Total Expenditures
Revenue
Net Regional Cost
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$208,605
16,900
10,500
3,995
240,000
240,000
0
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OTHER DEPARTMENT CONSULTATIONS/CONCURRENCE:
Consultations regarding this increase in funding have been conducted with Finance, who will
provide support in the Immigration Partnership financial reporting requirements. Human Resources
has also be consulted as staffing within the Immigration Partnership will be increased as a result of
this increase in funding. The Region of Waterloo Legal department has assisted with the
development of the proposed agreement with the Greater Kitchener Waterloo Chamber of
Commerce.

ATTACHMENTS
NIL

PREPARED BY:

Lynn Randall, Director, Social Planning, Policy and Program Administration
Arran Rowles, Manager, Immigration Partnership

APPROVED BY:

Michael Schuster, Commissioner, Social Services
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PLANNING, HOUSING AND COMMUNITY SERVICES
Community Services
Date: November 8, 2011

MEMORANDUM
To:

Chair Sean Strickland and Members of the Community Services Committee

From:

Tom Reitz, Manager/Curator, Waterloo Region Museum

Subject:

WATERLOO REGION MUSEUM GRAND OPENING

File No:
R12-50
________________________________________________________________________
The Grand Opening of the Waterloo Region Museum will be held the weekend of November
12/13, 2011, with official remarks and a ribbon cutting to open the exhibit galleries beginning at
10 a.m. on Saturday, November 12. The Waterloo Region Museum is a one-of-a-kind cultural
crossroads that connects our community to the diverse people, ideas, stories and experiences
that have defined, and continue to shape, Waterloo Region. The opening ceremony will reflect
these community connections, with the inclusion of a First Nations Smudging Ceremony, and
acknowledgement of the contributors to the exhibit development.
For the Grand Opening, the Waterloo Region Museum will offer free admission to the
community on Saturday, Nov. 12 from 9:30 a.m. to 9:30 p.m., and again on Sunday, Nov. 13
from 9:30 a.m. to 5 p.m. There will also be a free GRT shuttle from Fairview Park Mall on both
days, between 1 and 5 p.m. On Saturday evening, visitors can enjoy a jazz band and cash bar
in the Grand Lobby.
Three unique and exciting exhibits will open on November 12:

What Makes Us Who We Are?
This long term exhibit traces the human history of Waterloo Region from approximately
12,000 years ago, to European settlement at the start of the 1800s, to the manufacturing
heydays of the 1900s, to the high tech sector boom of recent years.
Visitors will discover the reasons why people from around the world have immigrated to
this region of Canada – whether they came for love, education, a better life, a new job or
to find freedom. And they will hear about First Nations peoples’ connections to this land.
The accomplishments of hundreds of individuals and groups inducted into the Waterloo
Region Hall of Fame will be showcased through artifacts and photographs.
These stories and many more, connect us to each other and to this place we call home.
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Community Highlight Exhibit: The Hmong in Waterloo Region
In the long term exhibit installation What Makes Us Who We Are? there are a number of
exhibit cases and interpretive panels that will change on a rotational basis.
One exhibit area that will change annually focuses on a different community within
Waterloo Region – that community might be a cultural group, a municipality or even a
neighbourhood.
The focus of this exhibit through 2012 is the Hmong: Refugees from Southeast Asia.
The Hmong are an Asian ethnic group that have historically lived in the mountainous
regions of Laos, Vietnam, Thailand, and China. Hmong refugees first began immigrating
to Canada in 1979.

Unconventional Thinking: Innovation in Waterloo Region
EUREKA! You’ve discovered the next best thing since sliced bread. But is that enough?
Is your discovery innovative?
Waterloo Region is considered a centre of innovation in Canada. Have the people in this
Region always been innovators? Can the hotbed of innovation in this Region in the early
21st century be duplicated elsewhere in Canada? The Waterloo Region Museum explores
innovation in Waterloo Region from the 1800s through today.
Unconventional Thinking: Innovation in Waterloo Region is open through January 6,
2013.
The Grand Opening and the Exhibits are being promoted in a variety of ways. A special
commemorative insert was distributed with The Waterloo Region Record on Saturday
November 5. Billboards, radio and print ads, web banners, and social media networking round
out the campaign.
For further information, please visit www.waterlooregionmuseum.com or call 519-748-1914.
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SOCIAL SERVICES
Children’s Services
Date: November 8, 2011

MEMORANDUM
To:

Chair Sean Strickland and Members of the Community Services Committee

From:

Nancy Dickieson, Director, Children’s Services

Copies:

Michael Schuster, Commissioner, Social Services

File No.:

S04-20

Subject:

INFORMATION PROFILE SHEETS ON EARLY LEARNING AND CHILD CARE

Attached to this memorandum are copies of updated profile sheets which provide information
about licensed Early Learning and Child Care in Waterloo Region. The profile sheets, updated
three times a year provide facts, figures and information with regards to licensed Early Learning
and Child Care in Waterloo Region. They were developed to support planning and information
sharing with community partners, agencies and families.
The sheets are produced in four separate documents with four broad topic headings:
Accountability – provides an overview of the Regional role in supporting and developing
a high, quality system.
Affordability – provides information on cost of child care and funding.
Accessibility – provides information on inclusive programs and services that support
children with special needs.
Availability – gives a demographic overview of the types and locations of child care
spaces in Waterloo Region.
The profile sheets are available on the Children’s Services website. Copies will also be
distributed electronically to community partners and advisory groups.
For further information please contact Nancy Dickieson, Director, Children’s Services at 519883-2177 or ndickieson@region.waterloo.on.ca

Document Number: 1056403
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Early Learning and Child Care Profile:

Accessibility
What is Accessibility?
In a highly inclusive and accessible Early Learning
and Child Care (ELCC) system all children are able
to fully participate in a licensed ELCC program of
their choice. Research has identified the following
determinants of inclusivity within ELCC programs:
 ELCC Program Director and Early Childhood
Educator knowledge, training and attitudes about
inclusion;
 Access to resources and supports such as
additional trained staff as well as time for
planning and consultation;
 Access to external resources such as Resource
Consultants and Therapists (e.g.,
Physiotherapists, Speech and Language
Pathologists); and

1

 Parent involvement .

Key supports for accessibility within
Waterloo Region’s ELCC system include:
 The Child Care Special Needs Access
Point;
 The Child Care Special Needs Resourcing
Partnership agencies;
 Region of Waterloo’s Infant and Child
Development program; and
 Region of Waterloo’s directly operated
Children’s Centres.

Infant and Child Development Program
The Infant and Child Development Program is directly
operated by the Region of Waterloo, Children's
Services Division. It provides a continuum of
preventative and early intervention services for
infants, toddlers, and preschoolers at-risk of or
experiencing developmental delay. The Infant and
Child Development Program supports parents raising
a young child with special needs by helping parents
give their child the best start for lifelong learning. Key
Services provided include: Developmental Monitoring
Services, Early Intervention Services, Home Visiting,
Developmental Assessment, and linkages to other
services.

Fast Facts about the Infant and Child
Development Program in 2010:


358 referrals to the program.



80% of children referred were 1 month
of age.



68% of referrals came from the
Neonatal Intensive Care Unit at one of
the local hospitals.

Region of Waterloo Directly Operated Children’s Centres
The Region of Waterloo ensures its directly operated Children’s Centres are fully inclusive by
having an onsite Resource Consultant at each of the five centres. Resource Consultants provide
support, developmental monitoring and facilitate coordination. In 2010 approximately 100 children
received supports for developmental, socio-emotional, and behavioural concerns, early
intervention needs, and speech and language.
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Seven local child care special needs resourcing agencies work together in partnership to
meet the needs of children in licensed ELCC settings. The Child Care Special Needs
Resourcing Partnership (CCSNRP) is funded by the Region of Waterloo.
The seven agencies are:
 Community Living Cambridge
 Developmental Services Access
Centre
 Elmira & District Association for
Community Living
 Family and Children’s Services
 KidsAbility
 kidsLINK
 K-W Habilitation Services

Distribution of Ages of Children who Received
Special Needs Resourcing Services in 2010

SK
(286) 15%

Infant,
(127) 7%
Toddler,
(259) 13%

JK,
(494) 26%
Preschool,
(769) 39%

Child Care Special Needs Access Point (CCSNAP)
The Child Care Special Needs Access
Point (SNAP) is a referral point for
parents and professionals who have a
developmental concern about a child
aged birth–6 years who attends a
licensed child care program. The SNAP
phone line (519-741-0076) operates four
days a week. The table to the right
shows the number of referrals to
CCSNAP by age from 2008 to 2010.

Number of Referrals to the CCSNAP by Age
2008

2009

2010

4

9

5

1 year to 1 year, 11 months
2 years to 2 years, 11 months

24
135

39
160

44
213

3 years to 3 years, 11 months

171

182

203

4 years to 4 years, 11 months

71

90

65

5 years to 5 years, 11 months

19

11

12

Total

424

491

542

Birth to 11 months

References:
1

Irwin, S.H., Lero, D.S., & Brophy, K. (2004). Inclusion: The Next Generation of Child Care in Canada. Sydney, NS:
Breton Books. Retrieved on August 24, 2010 from: www.specialinkcanada.org/books/ING_highlights.pdf

For more information or to request this profile in alternative formats (e.g., large text) please contact:
Nancy Dickieson, Director, Children’s Services Telephone: 519-883-2177 Email: ndickieson@regionofwaterloo.ca
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Early Learning and Child Care Profile:

Accountability
Role of the Consolidated Municipal Service Manager (CMSM)
The Region of Waterloo Children’s Services
Division as the Consolidated Municipal
Service Manager (CMSM) has the
responsibility for service and system
management for licensed early learning and
child care services for children from birth to
twelve years of age. The implementation of
full day early learning for four and five year
olds created a new role and responsibility
for local Boards of Education which is

currently being implemented in consultation
with Children’s Services.
As the CMSM, Children’s Services has the
dual role of being both a system manager of
Waterloo Region’s licensed Early Learning
and Child Care system as well as a direct
operator of services. Figure 1 below
provides a brief overview of the two roles.

Figure 1: Dual Roles of the Consolidated Services Manager
Consolidated Municipal Services Manager
(Region of Waterloo, Children's Services Division)

System Management

System
Administration:

Service System
Management:

Quality
Initiatives:

- Purchased
Services

- Planning,
development
& delivery

- Financial
administration
(wage grants,
minor capital)

-Resources
and supports

- Raising
the Bar on
Quality,
Community
peer
accreditation
initiative

- Support for
Children with
special needs

- Coordinate
government
initiatives &
responsive
children’s
services
- Work with
Boards of
Education to
coordinate the
Early Learning
Framework
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Directly Operated Services
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Quality Initiatives: Raising the Bar on Quality
Raising the Bar on Quality (RTB) is a peer-accreditation initiative that promotes best practices and
healthy child care environments in licensed child care settings and in Special Needs Agencies.
Waterloo Region is now in its seventh year of RTB. As of June 2011 it is mandatory for all
programs receiving funding from the Region to participate in RTB. The graph below shows the
participation rates for all seven years of RTB.
Percentage of RTB Participants by Year
100%
80%
60%
40%
20%
0%
Year 1

Year 2

Year 3

Year 4

Year 5

Year 6

Year 7

RTB participants are asked to complete and document activities each year in the following three
categories:
Quality Monitoring examines the procedures a program has in place to evaluate and improve
services. This includes a review of components such as classroom observations, environmental
rating scales, parent surveys and action plans developed as a result of the feedback.
Best Practices Standards review the program’s procedures that support day-to-day operations.
This includes policies, procedures, protocols and practices that support child health and
development.
Professional Development looks at how a program supports the ongoing professional
development of the staff. Training activities could include CPR and First Aid, behaviour
management and child development courses.
A peer review committee consisting of community operators and supervisors evaluate the
program’s documentation and determine a standing of bronze, silver or gold in each focus area on
an annual basis.

More information on Raising the Bar can be
found on the Region of Waterloo website:
http://socialservices.regionofwaterloo.ca/en/
childrensServices/qualityinitiatives.asp

For more information or to request this profile in alternative formats (e.g., large text) please contact:
Nancy Dickieson, Director, Children’s Services Telephone: 519-883-2177 Email: ndickieson@regionofwaterloo.ca
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Early Learning and Child Care Fact Sheet:

Affordability
Research has demonstrated that children who have access to high quality licensed early learning
and child care (ELCC) have higher scores on achievement and language tests, demonstrate better
social skills and exhibit fewer behavioural problems than children who experience low-quality care1.
Since cost is one of the main barriers to parents accessing licensed care it is critical to address
issues of affordability.

Parent Fees: Licensed Centre-Based Care
Range of 2011 market rates for six hours or more of care in
licensed centre-based ELCC programs in Waterloo Region:


$43.75—$67.00 per day for an infant (0 to 18 months)



$34.00—$50.00 per day for a toddler (18 months to 30 months)



$27.00—$45.74 per day for a preschooler (2.5—5 years)

Cost for a preschool-aged
child to attend a centrebased licensed early
learning and child care
program for one year on a
full time basis:



$20.00 —$44.00 per day for a school-ager (6—12 years)

$6,750—$11,4353

Parent Fees: Licensed Home-Based Care
Range of rates for licensed home-based care
(Region of Waterloo’s Home Child Care Program and
Wee Watch Agencies). Rates are the same
regardless of the age of the child:


5-7 hours: $21.11—$36.07 per day



7-10 hours: $28.50—$41.75 per day

Cost for a preschool-aged child to
attend a home-based licensed early
learning and child care program for
one year on a full time basis :
$5,277.50—$10,437.503

Child Care Fee Subsidy


Child Care Fee Subsidy is available for families with children to offset child care costs.



Eligible parents/guardians must be working, attending school, medically unable to care for
their child, or have a child with special needs who would benefit from attending an Early
Learning and Child Care (ELCC) program.



In 2010 an average of 2,849 children received Child Care Fee Subsidy each month.
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Child Care Fee Subsidy continued
Reasons Families are Receiving
a Child Care Subsidy

Parent Medical
1%

Looking f or
Work
1% Other



Families can select a placement in a
licensed centre-based program or
through a licensed home child care
agency.



95% of centre-based ELCC programs in
Waterloo Region have a Purchase of
Service agreement to enrol children of
subsidy-eligible families.

3%
Special/ Social
Needs
10%

School
20%
Working
66%

Monthly Family Contribution

Income Test Parent Contributions

$1,000
$900
$800
$700
$600
$500
$400
$300
$200
$100
$0

$916.67
$666.67
$416.67

$83.33

$166.67

← Families receiving a
Child Care Fee Subsidy
pay part of the cost of
child care if their income
is above $20 000. A
family with an income of
$30 000 would pay
$83.33 towards the cost
of child care each month.

$0
$20,000 $30,000 $40,000 $50,000 $60,000 $70,000
Family Income





Starting in 2010 the demand for
Child Care Fee Subsidies exceeded the available funding. A
wait list is currently in effect. As
of September 2011 there were
550 children on the wait list.
The table to the right shows a
category breakdown of clients
waiting for fee subsidy.

Wait List Category

%

Category 1—Families with children with special needs

1%

Category 2—Families with income $0-$20,000

49%

Category 3—Families with income $20,001-$40,000

31%

Category 4—Families with income $40,001-$60,000

14%

Category 5—Families with income $60,001 and above

5%
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Child Care Fee Subsidy Caseload
Age Distribution of Children Receiving a
Child Care Subsidy
Infant
5%



The majority (54%) of families
receiving a Child Care Fee Subsidy
have an income of less than
$20,000 per year, followed by
families with an income of $20,000 $40,000 per year (35%).



79% of families receiving a Child
Care Fee Subsidy are single-parent
families and 21% are two-parent
families.



Geographic Distribution of the Child
Care Subsidy Caseload on
September 6, 2011:

Toddler
13%

School-age
29%

Preschool
29%
SK
11%
JK
13%

Percentage of the Total
Caseload

Income Distribution of Families on the Child Care
Fee Subsidy Caseload
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54%

35%
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2%

$40,000 - $60,000 and
$60,000
over

Municipality

%

City of Kitchener/Waterloo

61%

City of Cambridge

36%

Township of North Dumfries

0.5%

Township of Wellesley

0.5%

Township of Wilmot

1%

Township of Woolwich

1%

Family Income

Public Investment in the Early Learning and Child Care System
Children's Services total budget
allocation for 2011 is approximately
$37M. This funding is received
through a variety of funding
envelopes and cost sharing
agreements. The distribution of the
public investment in the Waterloo
Region’s Early Learning and Child
Care System for 2011 is as follows :

Administration
Directly
6%
Operated
Quality
Home Child
Initiatives
1%
Care
6%
Directly
Operated
Children's
Centres
12%
Support f or
Children with
Special/ Social
Needs
10%

Child Care Fee
Subsidy
41%

Wage
Enhancements
24%
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Wages for Early Childhood Educators
The wages paid to staff have a significant
impact on the quality of both individual
programs and the overall ELCC system.
Insufficient wages reduce the likelihood of
trained early childhood educators remaining in
their positions and decreases the number of
people who are attracted to work in the field.
High staff turnover leads to lack of
consistency for children attending ELCC
programs, thereby lowering the quality of care
provided5.
The Region of Waterloo allocates 23% of the
Children’s Services budget to enhancing
wages of Early Childhood Educators. There
are currently over 1,000 Early Childhood
Educators working in licensed settings in the
Region of Waterloo On average in 2010
ELCC programs received $6,400 per full-time
equivalent position to top-up the wages of
Early Childhood Educators. A salary survey
collecting current data on Early Childhood
Educator wages is in progress.

2009 Salary Survey Results
Average base hourly wage for a
Supervisor working in a full$20.722
day, centre-based ELCC program:
Average base hourly wage for a
trained ECE Teacher working in
$13.922
a full-day, centre-based ELCC
program:
Rate paid per child/per day to
Region of Waterloo Home Child
2
Care Caregivers for providing 7 $28.50
-9 hours of child care:
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Availability
Children Aged 0-12 and Licensed Early Learning and Child Care
There are 35,100 children aged 0 - 5 years living in Waterloo Region and a total of 78,925 children
aged 0 -12 years. The table below shows the distribution of children aged 0 -12 years living in
Waterloo Region.
Number of Children Aged 0 - 12 Years in Waterloo Region
Under 1 year

1 Year

2 Years

3 Years

4 Years

5 Years

6-12 Years

Total

5,930

5,825

6,035

5,665

5,895

5,750

43,825

78,925

Provided by Planning Information and Research, Planning, Housing and Community Services, Region of Waterloo,
June 3, 2010 using updated 2006 Census data.

Centre-Based Early Learning and Child Care
Centre-Based Early Learning and
Child Care (ELCC) includes child
care centres, day care programs,
nursery schools and preschools. As
of September 1, 2011 there were
123 licensed centre-based ELCC
programs in Waterloo Region and
approximately 7,500 centre-based
ELCC spaces.

Age Distribution of Children in the Region of
Waterloo’s Centre-Based ELCC Programs
Infant
3%
Toddler
12%

School
Age
28%
SK
1%
JK
15%

Preschool
41%

Home-Based Early Learning and Child Care
Home-Based ELCC is care provided
in approved private homes by
caregivers who have contract with a
licensed Home Child Care agency.
As of September 1, 2011 there were
four licensed home child care
agencies in Waterloo Region.
Approximately 2,000 spaces are
available through licensed home child
care.

Age Distribution of Children in the Region of
Waterloo’s Directly Operated
Home Child Care Program
Infant
3%

Toddler
10%
Preschool
11%

School Age
55%

JK
12%
SK
9%
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Access to Licensed Child Care
A total of 82.2% of families with children aged 0-6 years participate in the labour force1. This
implies that 28,852 children aged 0-5 years require some form of non-parental care for at least
part of the day. The distribution of licensed ELCC spaces by age category and the percentage
of children with access to a licensed child care space is shown below.
As of September 1, 2011 there were 550 children on the waitlist for Child Care Fee Subsidy.
Child Care Fee Subsidy is available for families with children to offset child care costs.
Eligibility is based on income.
Percentage of Children with Access to a Licensed Child Care Space Based on Labour Force
Participation Rate
Age

Age

Category

Range

Infant

0-1 years

Toddler

2 years

Preschool, JK/SK

3-5 years

# of
Children in
Waterloo
Region1

Subtotal
School Age

6-12 years
Total

82.2% of the
Total # of
Children

Number of
CentreBased
ELCC
Spaces2

% of Children Who
Have Access to
Centre-Based
ELCC Space

11,755

9,663

196

2%

6,035

4,961

8810

18%

17,310

14,229

4173

29%

35,100

28,852

5250

18%

43,825

36,024

2005

6%

78,925

64,876

7255

11%

1

Statistics Canada, 2006 Census
Centre Based Spaces: As of September 2, 2011.

2

Percentage of Children with Access to a Licensed ELCC Space by Municipality

18%
16%
14%
12%
10%
8%
6%
4%
2%
0%

17%
12%

12%
9%
5%

5%

5%

The graph to the left shows the
percentage of children aged 0-12
years with access to a licensed
ELCC space* by municipality.
The percentages were calculated
with the total population of
children aged 0-12 years
(78,925).

*Number of ELCC centre spaces as of
March 2011 and home based spaces as
of August 2011.
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COUNCIL ENQUIRIES AND REQUESTS FOR INFORMATION
COMMUNITY SERVICES COMMITTEE
Meeting date

23-Mar-11

21-Jun-11

122904
CS Summary

Requestor

Request

Staff report regarding the potential for longterm funding support for Opportunities
Budget Committee Waterloo Region.
Staff report with update on the status of Child
Care operators not in compliance with
Children's Services Division Service Contact
Policy
S. Strickland

Assigned Department

Anticipated Response Date

Social Services

Fall 2012 (prior to the 2012
budget process)

Social Services

Dec-2011

