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Toronto Community Housing n

TCHC 2022 Strategic Communications Plan Update
ltem 7

November 14, 2022
Governance, Communications and Human Resources Committee

Report: GCHRC:2022-29

To: Governance, Communications and Human Resources
Committee
From: Vice President, Strategic Planning and Communications
Date: October 21, 2022
PURPOSE

The purpose of this reportis to provide the GCHRC with an update on the
implementation of Toronto Community Housing’s (“TCHC”) 2022 Strategic
Communications Plan.

RECOMMENDATIONS:
It is recommended that the GCHRC receive the update on the 2022 TCHC
Strategic Communications Plan for information.

REASONS FOR RECOMMENDATIONS:

The 2022 Strategic Communications Plan sets out how TCHC will continue
to build and extend digital strategies to improve tenant communications;
strive to create a consistent tenant communications experience across all
channels and locations; pursue balanced and positive media coverage
through proactive engagement; and strengthen employee engagement
through innovative internal communications.

Throughout the year, TCHC's strategic communications program has
focused on informing tenants, staff and stakeholders on key priority
projects and strengthening and enhancing TCHC's reputation and brand.
We are using a range of print and digital communications channels and
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tools to reach existing and new audiences about the work TCHC is doing
and the progress being made in delivering its strategic priorities.

IMPLICATIONSAND RISKS

Building understanding, confidence and trust in TCHC requires a sustained
investmentin strategic communications. Having a skilled, talented and well-
resourced strategic communications team that can deliver timely, proactive
communications strategies will support all business units in delivering the
organization’s mission, mandate and key priorities. An ongoing digital first
strategy requires a commitment to evolve our online presence to provide
tenants with timely information and services. This will require further
resource investmentin key digital channels such as the TCHC website,
SMS/text messaging, email and social media.

SIGNATURE:
“Paula Knight”

Paula Knight (she/her)
Vice President, Strategic Planning and Communications

ATTACHMENT:
1. Toronto Community Housing 2022 Strategic Communications Plan

STAFF CONTACT:

Ada Wong (she/her), Senior Director, Digital, Content and Brand Strategy
647-458-1820

Ada.Wongl@torontohousing.ca

Robin Smith (he/him), Acting Director, Strategic Communications
416-508-8537
Robin.Smith@torontohousing.ca
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Attachment 1

2022 Strategic Communications
Update Report

2022 Strategic Direction and Update Report

November 2022, GCHRC
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Update on five strategic areas:
I.  Digital strategy for tenant communications
il.  Consistent multi-channel tenant communication campaigns
lii. Balanced and positive media representation
Iv. Strengthening employee engagement through communications
v. Being valued strategic business partners

Toronto
Community
Housing
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2022 Strategic Areas:
Communications

Build and extend
digital strategies
to improve
tenant
communications

Create a consistent
tenant
communications
experience across
various channels
and locations

1L
|

Achieve balanced
and positive media
representation
through proactive
pitches and
engagement

Strengthen
employee
engagement
through innovative
internal
communications
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Be a valued and
strategic
business partner
for all strategic
communications
areas



Build and Extend
Digital Strategies

Held eight (8) focus groups to consult tenants on
effective communications. The next step will be
to publish the report results and develop a list of
action items to address the major findings. This
will be done in close collaboration with other
tenant-facing teams.

Worked with business units across the
organization to determine digital
communications roadmap and website
requirements.

Gathered strategy and requirements for

a new TCHC website thatis currently in
development. The new website will launch
in April 2023.

2022 Highlights

Maximized reach of TCHC's social media
channels through engaging and relevant
content, increasing the size of our audience by
25% in one year.

Established and started to build a portfolio-wide
TCHC email list. Email bulletins and campaigns
have supported the Swansea Mews Response
and Tenant Engagement System activities.

TCHC is currently piloting three tenant SMS
(short message services) or text message
campaigns with capital engagement and tenant
engagement.
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Proactive Tenant
Communications

Taronto Senlors
Housing Corporation

Toronto Seniors Housing Corporation
transition: focus wason creating simple
and regular communications on multiple
channels, in multiple languages.
Resources to educate tenants on the
changes, how they would receive
service before and after transition, and
more.

Swansea Mows

-~

Commurnity

Infarmation

Session

Swansea Mews (SM) emergency
response: focus wason using

an empathetic tone, making sure
all updates were available in both
print and digital formats. All
aspects of TCHC'sresponse were
supported through regular
updates.

2022 Highlights

Fire safety n
hazards =

ing smoke alarm can save your life by giving
you an early warning signal if smoke ks detected. It Is dangerous and
Hlegal

tamper with or disal smake

alarm.

Fire safety communications: updated our
monthly fire safety education

resources with design and copy that
were more engaging, less cluttered, more
accessible, and readily available in

more languages. This campaign is
available on posters, social media, digital
screens, and the quarterly Tenant LOOP
newsletter.

L JUSWYIERY - 6¢-¢C0¢-OHdHIO - L WIj



Consistent Tenant
Communications 2022 Highlights

A mother's L v
love for her -4
community i

Toronto Seniors
Housing Corporation
Update

Your Spring
Tenant LOOP
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Job opportunities at

Toronto Community Housing
Are you looking for a job but aren't sure
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Application of new visual Cleaner menu to signal Dedicated Tenant Notices section to signal New editorial content including a
language, updated brand new editorial and importance of content. Visually organized focus on “people stories”.
guidelines, consistent publication organization. content, clear calls to action driving traffic to Emphasis on interview and

brand edit across webpages for more information. writing process as well as quality

publication. photography.

L JUSWYIERY - 6¢-¢C0¢-OHdHIO - L WIj



Reflecting our Tenants
In Communications 2022 Highlights

" 2022 Lawrence Heights Scholarship Recipients =
i s Watch lsters Sheire
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Watch on I YmiTube

25 community leaders in the {
Lawrence Heights and Neptune 4 ol b\ ;
communities earned Limitless

, , Zamani Ra is on a mission to change Tony Le "ignites a creative spark" by
Heights or Revite NERDs : : .
, , the mindset around climate providing a Regent Park programto
Scholarships for academic : . .
, education. Her workshops make help youth kick-starta career in the
excellence and community . . . .
. climate action simple and culturally entertainmentindustry.
building. . . . . : i
hitos:// tub Jwatch? relevant for tenantsin social housing. https://stories.torontohousing.ca/ignit
R.// WWW.YOUIUDE. COM/ WarCn https://stories.torontohousing.ca/inspi ing-the-creative-spark-with-kick-start-

v=Q7B2H sPThs

re-educate-transform/index.html arts/index.html



https://www.youtube.com/watch?v=Q7B2H_sPThs
https://stories.torontohousing.ca/inspire-educate-transform/index.html
https://stories.torontohousing.ca/igniting-the-creative-spark-with-kick-start-arts/index.html

Shaping and Influencing
Media Coverage

TCHC has continued to shape and influence media
coverage, pitching positive stories and softening
potentially negative ones.

o0 Untold stories received widespread attention
because TCHC was able to build media interest
for them (Youth Empower Youth).

o In others, TCHC’svoice helped to shape the
discussionand put TCHC in a strong position
(Toronto Star's coverage of funding deficits
caused by federal and provincial government
decisions).

o TCHC also worked with its corporate partners,
including MLSE and Jays Care, to tell positive
and engaging stories about youth programming at
work in our communities.

LR

Rt Paglke groa p Luenc bess. crisks care fund lor
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Toronto FC and MLSE Foundation bring

their Kick5tart soccer program back to

the field “nr "
-

b IORONTO STAKR

[he soccer field on their doorstep

&
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Strengthening
Employee Engagement

» Featured events for Black History Month sponsored by the
Black Staff Caucus in our staff newsletter, In the Know

* Interviewed 12 female employees from across the
company for the International Women's Month feature
(WIN sponsored) for In the Know
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 Featured TCHC employees participating in the Toronto
Pride Parade for In the Know (Pride Network sponsored)

* In the Know monthly "Getting to know you" videos of what 5l ‘A
different staff do in their jobs (Employee Development) i 17T R W e

 Featured employee events: cricket tournament, United
Way golf tournament and CSU food distribution drive
(turkeys)




Valued and Strategic Partner

for Business Units

Goodbye,
low bid.

An invitation from TCHCto a
Quality-Based procurement

A singular opportunity

Toronto Community Housing is seeking
innovative architectural firms to workwith
collaboratively to preserve and renew our
portfolio assets, raise the quality of design :
services, and act as parmers to greatly
enhance occupant comfort and improve the
quality of tenant lives.

TR

With a fully funded capital renewal plan
valued at $1.5B over the next five years,
we are renewing our architectural roster in
order to deliver a wide variety of projects
ranging from comman area interior
renovations to full scale envelope retrofits .
across hundreds of towers and low rise
buildings. In accordance with our repair
plan mandate, the renewial work will be
focused on improving facility conditions,
reclaiming units, optimizing energy
performance and improving accessibility
across the portfalio.

Business Units: Facilities Management and
Procurement

Communications campaign to attract RFP bids
and interest from new architectural

firms. Campaignincludeda print flyer, custom
email campaign, editorial ad purchase, landing
page and LinkedIn campaign.
https://stories.torontohousing.ca/quality-
based-selection/index.html

e

Business Unit: Programs and Partnerships
Communications strategy and support for
the Investing In Our Diversity

Scholarships. Supportincluded program
design, event management, posterand
design, corporate communications and
media coverage for the event.

Strategic Communications supports an average of
different business teams a month with their

communications needs and information campaigns-

Are you ready for
the challenge?

Healthy Workplace Month

This fall, improve your physical, Scan this QR
psychological, social and code for more

' information and
community well-being. to see a listing

* of events.

Weekly in-person and virtual
events are available throughout
October and November.

PR s, o uiteworks @".-‘.Jf?.:. = n

Business Unit: Health and Safety
Communications support including
brand and design, poster,
communications, publicationand
distribution.

JNusy
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TCHC 20th Anniversary
Communications

The Strategic Communications teamis leading a series of

celebratoryactivities for TCHC's 20th Anniversary, including:

O A microsite to share digital stories and
updates: https://stories.torontohousing.ca/20-
years/index.html

O Aseries of three "Legacy" tenant videos that share the
inspirational stories of past TCHC tenants

O A roundtable discussion of housing leaders from around
the world

O A vyouth essay contest (20-20 Vision) that will invite
youth to share their vision of housing for the
future. Cash awards are sponsored by
Wealthsimple Foundation.

Watch on D8 Youlube

Leisa Washington — the first
Black female agent to represent
players of the NBA and the
WNBA - spoke to us about her
beginnings growing up in the
Swansea Mews community with
her mother and sisters.

https ://www.youtube.com/watch?
v=cwWgXGOY2KgA

The Hon. Ahmed Hussen,
Ministerof Housing and
Diversity and Inclusion shares
how advocating for his Regent
Park community sparked his
path towards a successful
political career.

https://www.youtube.com/watch?
v=zk_ch5aHSiw
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Thank you!
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