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Session 608: 

Making technology work for you

Cliff Youdale

Executive Director Asset Management-

Ottawa Community Housing
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Ottawa Community Housing

Commun-IT Journey
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A Long History of Short Term Planning

• Current OCH was an amalgam of City Living and 

Ottawa Housing

• IT systems was comprised of over 25 individual 

programs

• Many systems were custom developed on 

outdated platforms

• Systems were antiquated, difficult to maintain 

and had limited possibility for data sharing

• Highly reliant on intellectual property of a few 

individuals for system upgrades and reports
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OCH IT Challenges



3608:Making technology work for you

4

Where to Begin

Challenges:

• We needed help

• Many stakeholders with sometimes conflicting 

interest

• IT department was an enabler but not the driver 

of the process

Solutions:

• Retained the services of a 3rd party consulting 

firm to complete a needs analysis
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Development of the OCH IT Strategy

The key next step, which was an important strategic and 

operational enabler, was the development of an 

Information and Technology Strategy.

Over the past 5 years, OCH has embarked on a defined 

and managed business transformation, undergoing 

significant governance and strategic change.

As a result, Deloitte was engaged to develop a 2-5 year 

information and technology implementation plan based 

on current and future OCH business drivers and the 

supporting IT infrastructure.



4608:Making technology work for you

High-level business model
VISION

Fostering a stock of affordable, well-managed and maintained, rental housing in the City of Ottawa 

to meet the needs of low and moderate income households.

MISSION

Ottawa Community Housing provides and manages quality, safe and affordable housing for low and moderate income households. 

In collaboration with our tenants, and community partners, and as a leader in affordable housing, we promote the 

development of healthy, diverse, sustainable and secure communities. 

Business 

Drivers

Funding, rental and 

other revenues

Condition and 

economic potential 

of existing

housing stock

Strategic direction 

from Shareholder / 

Board of Directors

Demand for 

affordable and 

appropriate housing

Statutes and 

regulation

Outputs

Building healthy 
communities 

together for Ottawa

Outcomes

Active tenant 

participation in

OCH communities

Community 

partnerships that 

respond to

tenant needs

Adequate, 

appropriate and 

well-maintained 

housing stock

Effective response 

to conflict, 

complaints and 

crime

Affordable housing 

for tenants

Sense of 

community and 

integration

Sustainable and 

desirable housing

Healthy and safe 

OCH communities

Governance and Management

Core BusinessesCore Businesses

Build and maintain 

housing stock

• Asset management
• Maintenance
• Property and turnover management
• Contract management

Administer

tenancies

• Tenancy administration and services 
(Lease management, initial and continuing RGI 
administration, rent payment, rent collection)

Promote safe, 

communities

Promote safe, 

secure, and healthy 

communities

• Respond to tenant and community safety issues
• Undertake legal action to resolve problem 

tenancies

Facilitate community 

engagement

Facilitate community 

planning and tenant 

engagement

• Engage tenants in planning and decision-
making

• Support tenant infrastructure
• Build partnerships with other organizations 

that foster healthy and safe communities
Enablers

Human

Resources

Finance

Purchasing and 

Tendering

Information

Management

Communications

Information

Technology

Source: Report to the Board, Findings and Recommendations

(Ottawa Community Housing Organizational Review)

December 18, 2008

Applications portfolio

Enablers

Purchasing
and

Tendering IM / IT

Inventory

Finance

Accpac

(Finance)

Communications
Human

Resources

Accpac

(Human

Resources,

Payroll)

C C

Water

Bills

C
Utility

Payments

C

C

Contract

OCH Public

Website

Asset

Management Services

WinLoad

Alarm Config

Pest

Portal

Work

Order

Keyfob

Visitor

Parking
Vacancy

Alarm

Monitoring

Software

Arrears

Tenant Services Community

Development

Services

Community

C C Work

Order

Scheduling

C

C

Trackem

Tribunal

Forms

Creator

C

Housing

Management

System

Housing

Registry

Waiting List

C

Enterpol

C
Asset

Tracking

Office

Automation

Suite

C

C

LEGEND

Business critical

Externally hosted

applicationNew

Enh

New application (as of 2009)

Enhancement to existing application (in 2009)

CARS

Note: Capital Projects Tracking will 
replace CARS once it is deployed to 
production

Post-dated

Cheques

C

Operating

Invoices

Capital

Projects

Tracking

New
C

New

Enh

Enh

Intranet

New Enh Enh

Property

Profile

Capital

Works Plan

C

Asset

Management

System

New

eManage
Budget

RentLoad
C

PAP
C

C
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Operational Support Components, e.g. System and network monitoring.
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External Stakeholders Internal Stakeholders

OCH Website OCH Intranet

Board Members Employees Mobile WorkersManagementGeneral Public Tenants Partners Vendors

Master Data Repository

Tenant Partner

Unit Property

Incident

Project

Work 

Order

AR AP

Lease Vendor

Common 

Components

Collaboration

Content 

Management

Forms

Search

Workflow & 

Notifications

Reporting, Analytics 

& Performance

Communication

Tenant Placement

Inspections/ 

Turnovers

Tenant Services & Community Development

Maintenance 

Requests

Service Response 

& Follow-up

Inquiries and 

Complaints

Security/Incidents

Community 

Development

Turnovers

Inspections

Tenancy 

Administration

Occupancy 

Transfer

Terminations/ 

Evictions

RGI 

Assignment

Rent 

Calculation

Lease 

Agreements

Collections/ 

Arrears

Annual 

Reviews

Vacancy 

Management

Business Administration

Financial 

Management

HR 

Management

Procurement

Applications
Eligibility/ 

Assessment

Selection

Property Management

Inventory, 

Equipment

Asset 

Management

Capital Planning

Capital Projects

Work Order 

Management Comm-

unity

Tenant 

Selection

Tenant 

Selection

HousingHousing

Property 

Management

Property 

Management

Capital 

Projects

Capital 

Projects

Inspections/ 

Turnovers

Inspections/ 

Turnovers

Financial/HR 

Management

Financial/HR 

Management

Operational

Support

Operational

Support

Tenant 

Support

Tenant 

Support

Tenancy 

Administration

Tenancy 

Administration

Community 

Development

Community 

Development

Tenant/ 

Community 

Demographics
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Lessons Learned

• Impact of business changes are significant

• More up front effort on evaluating the future state 

from a business, rather than an IT perspective

• Dedicated resources for training both pre and post 

“go-live”

• Subject matter experts need to be identified early 

and dedicated full time

• It is a journey!
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Questions?


