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Session #606:

Clarity and Purpose: 
writing effective policies 
and procedures
Tammy Morasse-Heming:  City of Hamilton
Rebecca Morgan-Quin:  City of Peterborough
Michelle Corley: City of Kawartha Lakes

Legislative Overview

Housing Services Act, 2011 

• sets basic Provincial policy directions
• gives Service Managers greater 

flexibility and control

• LOCAL RULES
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2015 ONPHA Conference & Trade Show #ONPHAconf

How do you eat an apple?

One bite at a time!

2015 ONPHA Conference & Trade Show #ONPHAconf

Local Rules ~ Policy Development
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Scope and Objectives

Scope: create new or revise existing local rules as 
defined by the Housing Services Act, 2011 (HSA)

Objective:

To implement local rule policies which ensure 
compliance with the HSA and consistency with the 
municipality’s strategic direction

Identify
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What are the local rules?

• RGI Wait List
e.g. local priorities and selection system

• RGI Eligibility
e.g. occupancy standards, overhoused and reviews of 
RGI decisions

• Housing Provider Standards
e.g. conflict of interest, number of board meetings and 
housing provider plans

Identify

2015 ONPHA Conference & Trade Show #ONPHAconf
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Identify
Work 
Plan

What

How

Who

When

• Tasks
• Deliverables

• Time/resources
• Impact 

• Lead
• Stakeholders

• Milestones
• Important dates

2015 ONPHA Conference & Trade Show #ONPHAconf

• Defining the problem

• Is there more than one problem?

• What questions should we be asking?

• What do we know? What don’t we know?

• Who should we bring into the conversation?

Information 
Gathering
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R&D?
Information 
Gathering

2015 ONPHA Conference & Trade Show #ONPHAconf

R&D!
Information 
Gathering
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Commu

• Communication: to inform and educate

• Consultation: multi-directional path that can 
serve many purposes:

• Offer feedback on proposed options
• Generate solutions or responses 
• Participate in decision-making

Consultation Benefits of 
Consultation

2015 ONPHA Conference & Trade Show #ONPHAconf

Consultation Benefits of 
Consultation
• Your committee can 

become “policy champions”

• Build consensus

• Strengthen relationships

• Relationships between 
providers can be a positive 
side-effect

• Opportunities to pilot 
projects
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Issue Key question that guides policy inquiry

Background Why do we need to look at this now? 

A history of decisions to date.

Implications for 
Stakeholders

How the situation impacts:

Tenants

Housing Providers

Service Manager

Policy Options Options outlined with Pros and Cons

Recommended Option Your recommendation (this can change!)

Next Steps Implementation steps, milestones

Resources Financial, human & other support 
required

Consultation Tools & Techniques: 
Briefing Note

2015 ONPHA Conference & Trade Show #ONPHAconf

Consultation Tools and Techniques
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• Compile the gathered 
information and 
consultation responses 
by related topic

• Verify that your 
consultation feedback 
fits with legislation

Organizing 
Background Material

Implementation

2015 ONPHA Conference & Trade Show #ONPHAconf

Policies address what the Policy is, when
the Policy is used, and why the Policy is 
required.

Procedures detail who performs the 
procedure, what is performed, when the 
function is performed, and how the procedure 
is performed.

Writing Policy and 
Procedures

Implementation
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1. Start with the old policy framework or the 
policy from another Service Manager

2. Ensuring new legislative directives have 
been incorporated 

3. Insert local rules around legislative 
discretionary items

4. Incorporate any other items from 
consultations etc. 

Preparing the DraftImplementation

2015 ONPHA Conference & Trade Show #ONPHAconf

• Cross-reference background information

• Review draft policy with your Access Staff and 
Housing Providers – make sure it is clearly
understood! 

• Distribute draft policy to appropriate  
stakeholders for review and comments. 

• Set a review period 

• Not every stakeholder needs to also be a 
reviewer.

Best Practices and TipsImplementation
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1. Use a policy and procedure template 

2. Use plain language - Use the shortest, most 
common words possible  

3. Define terms – Use a Glossary of Terms 
and/or have a definition section in each 
policy

Tips for Writing Policies 
and Procedures

Implementation

2015 ONPHA Conference & Trade Show #ONPHAconf

Tips for Writing Policies 
and Procedures

Implementation

4.  Be clear

• use "shall", “will”, “required” or "must" when there is 
no discretion and it is necessary to comply;

• use "should" if there is some discretion;

• use “may” where there is full discretion that a part 
of the policy or the procedure may be by-passed or 
changed. 
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• Use some ‘mock’ situations to help test or 
demonstrate the policy- use Process Flow 
Charts

• Develop Service Manager tracking tools
• i.e. track the # and type of Requests for Review

Best Practices and TipsImplementation

2015 ONPHA Conference & Trade Show #ONPHAconf

• Many benefits to implementing standardized 
forms

• Forms should be drafted to include policy 
criteria

Creating any 
Related Forms

Implementation
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Seek Council or 
related approval

Finalize forms

Update 
Operational 

Review reporting 
templates 

Roll-outImplementation

2015 ONPHA Conference & Trade Show #ONPHAconf

• Ensure that your new policy and any related 
forms are distributed to:

Distribution and 
Communication

Implementation

Providers SM staff Public Information 
Resource Website
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Policies can be Revised
• Regularly review policies at Housing Provider 

meetings 

• Check for implementation during the 
Operational Review 

• Monitor - ease of use, compliance and 
changes or revisions required

Monitor

2015 ONPHA Conference & Trade Show #ONPHAconf

Policies can be RevisedMonitor
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policy development is not a race

2015 ONPHA Conference & Trade Show #ONPHAconf

Local Rules ~ Policy Development Example
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Local Rules ~ Policy Development 
Resources

Briefing Note 
Template

Policy and 
Procedure 
Template

Service Manager 
Areas of 

Discretion

Writing Policies 
and Procedures –

Tip Sheet

Writing Policies 
and Procedures –

Check List
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THANK YOU!

Tammy Morasse-Heming
City of Hamilton

Tammy.Morasse@hamilton.ca

Rebecca Morgan-Quin
City of Peterborough

RMorgan-Quin@peterborough.ca

Michelle Corley
City of Kawartha Lakes

mcorley@city.kawarthalakes.on.ca


