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THE WAY HOME
Capital Region Housing (CRH) is the largest provider of social and near
market housing in the Edmonton area. CRH performs three critical
functions: property management, program administration and
property development. Our current mandate is to manage housing
and provide housing assistance to households in core income housing
need1 in the Edmonton area.
Over the next three years, it is Capital Region Housing’s intent to grow
in three main directions: increasing support of customers through the
adoption of a customer focus model, adopting a mixed income model
in some of our buildings, and becoming a recognized leader in the
housing sector.
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CRH will conduct regular tenant well-being and
customer satisfaction surveys, create a tenant
advisory council and increase engagement with our
customers. CRH will also work to develop mixed
income properties through multiple partnerships. To
become a recognized leader in the housing sector,
CRH will work to become a Centre for Excellence, lead
a national Housing Policy conference, and continue
to partner with other organizations. Key to each of
these goals and our main business is to continue to
meet the housing needs in the Edmonton region.

A household is in core housing need if its housing falls below at least one of the
adequacy, affordability or suitability standards and it would have to spend 30%
or more of its total before-tax income to pay the median rent of alternative local
housing that meets all three housing standards.
• Adequate housing is reported by their residents as not requiring any major repairs.
• Affordable dwellings cost less than 30% of total before-tax household income.
• Suitable housing has enough bedrooms for the size and make-up or resident
households, according to National Occupancy Standard (NOS) requirements.
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ABOUT CRH
Capital Region Housing (CRH) manages over 4,500 social housing units contained in 800 buildings across
120 locations in the City of Edmonton, in addition to owning and managing over 600 near market housing
units. Detailed information about CRH’s Property Profile, including ownership of the buildings managed is
available in Appendix B.
CRH also administers over 3,000 subsidies in Edmonton and surrounding north-central communities,
enabling households to live affordably in privately owned rental accommodation. Through its various
programs, CRH serves more than 25,000 Albertans including over 9,000 children. CRH also delivers tenant
education training across Alberta and administers the HOME Program, a program that supports low and
moderate income households move into home ownership through education and down payment assistance.
It is our belief that everyone deserves a home and that home is more than four walls and a roof. It is that
belief that guides CRH’s involvement and partnership with other agencies and organizations that support
Edmontonians and that frames decisions around new programs and buildings.
VISION - Building quality homes and inclusive communities with engaged people.
MISSION - We improve the well-being of children and families in our communities though a continuum of
quality housing options, supports, and partnerships.

Our Values
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Our Principles

-

Our strategic direction is guided by the following principles:

SUSTAINABILITY - We will build an organization that values and
promotes financial, social and environmental sustainability.

VALUE PROPOSITION - We will focus on operational excellence
and customer service, creating an environment where clients can
achieve their highest independence.

COMMUNICATION AND ENGAGEMENT - We will ensure all

our partners – tenants, staff, service providers, and governments –
are fully aware and engaged in our success.

INNOVATION - We will focus on innovation and collaboration
to deliver sustainable housing models.

More information about Capital Region Housing’s Corporate Profile can be
found in Appendix A.
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PLAN DEVELOPMENT
The Capital Region Housing 2016-2020 Strategic Plan informs the development
of this plan in addition to the outcomes set out in the 2017-2020 Ministry of
Seniors and Housing Business Plan. Goals set out in the Strategic Plan match
the goals articulated in this plan with the associated strategies for 2018; work
with strategic partners and key stakeholders helped to inform the identified
key strategies. The performance measures and targets were created by the
CRH leadership team. The leadership team reviewed and provided feedback
on the Business Plan before it was submitted to the Board for their review and
approval.
ENVIRONMENTAL SCAN
This Environmental Scan was prepared using the PESTEL analysis technique, which provides an overview of the political,
economic, social, technological, environmental and legal impacts as they relate to Capital Region Housing.

POLITICAL IMPACTS
There is considerable interest and commitment from all orders of government relating to affordable housing. The
Government of Canada committed $2.2 billion in Budget 2016 for investment into affordable housing for two years and
will be investing $11.2 billion over the next 11 years through their commitment in Budget 2017. It is anticipated that the
National Housing Strategy will be released in late 2017.
The Government of Alberta released their Affordable Housing Strategy in June 2017. This Strategy articulates the
commitments and goals for the coming years for the province of Alberta. Additionally, the Government of Alberta has
committed $1.2 billion over the next 5 years and that by 2021, 4,000 Alberta families will have a new place to call home.
The City of Edmonton remains committed to their Affordable Housing Strategy and the End Poverty Edmonton initiative
which lists affordable housing as a critical element to the elimination of poverty in Edmonton.

LEGAL IMPACTS
Amendments to the regulations under the Alberta Housing Act, which provides for the incorporation of Capital Region
Housing as a housing management body, were introduced in 2017. Amendments that impact the management of the
organization take effect September 1, 2017. The amendments that change the point score system and calculation of
income, as well as the change of the asset limit to $25,000 from $7,000 take effect on January 1, 2018. Work is underway
to prepare for the change in regulations; it is anticipated that there will be significant reordering of the priority list based
on the changes in the point score system. Changes to the Yardi information management system used by Capital Region
Housing will also be required.
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SOCIAL IMPACTS

ECONOMICAL IMPACTS

Edmonton continues to be a diverse city. In the past couple of
years, numerous Syrian families arrived, in addition to the regular
migration of individuals and families from across the world.
Many of the Syrian families, however, were privately sponsored,
sponsorships which are now expiring. Those families are now
eligible for services and programs from Capital Region Housing.

While there have been signs of economic recovery
in Alberta, there are still many families experiencing
difficulties in finding permanent, full-time
employment. Demand for Capital Region Housing
services and programs continues to be strong and
partnering agencies also report increased demand
for assistance as it relates to housing.

Additionally, the demographics of the City’s population continues
to change. The recent Census reports a significant increase in the
number of single person households as well as multigenerational
households. These changing demographics will impact the types
and sizes of homes that will be in demand.

TECHNOLOGICAL IMPACTS
With the increasing use and reliance on technology, there is
a corresponding concern with cybersecurity. In the last year,
we have seen agencies and organizations around the world
subjected to malware and other cyber-attacks. To respond
appropriately, investment in cybersecurity resources must be a
priority so CRH can continue to mitigate any potential threats to
its systems and avoid disruptions to business delivery.
Ever-changing technologies mean that there are new options
for environmental effectiveness, as well as changing behaviours
for those living in our buildings such as a decrease in cable in
favour of online entertainment options. Technology changes
also mean new expectations relating to service delivery.

ENVIRONMENTAL IMPACTS
Increasing attention on the ways in which homes can be
more environmentally efficient and effective is creating new
expectations for new builds and renovations alike, including
concepts such as net-zero energy.

There have been new benefits introduced to
support low income Alberta families, including
a Carbon Levy rebate. The rebate and the Child
Benefit are designed to help families in need but
they are still so relatively new that it is difficult to
assess the long-term effects on the demand for
housing. The Government of Alberta has committed
to increasing the minimum wage, with the goal of
reaching $15.00 an hour by 2018. The rate was
increased to $12.20 in 2017.
The 2017 living wage for the City of Edmonton was
recently calculated to be $16.31 by the Edmonton
Social Planning Council. This represents the hourly
rate required by two adults working fulltime, and
supporting two children in their household. The rate
experienced a slight decrease from the 2016 living
wage rate because of the new benefits introduced.
Amendments to the Social Housing Accommodation
Regulation (SHAR) have altered the point score
system used to determine the prioritization of
households in the allocation of housing and
subsidies. While these changes have equalized
the treatment of those households receiving
Income Support benefits in the point scoring, it is
anticipated that this will also serve to give increasing
numbers of families with Income Support benefits
as their primary income source top priority. As the
prescribed rents for households receiving Income
Support benefits did not change, this is likely to
impact the rental revenue for the CRH portfolio;
hence making it more difficult to be financially
sustainable.
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Goal One: Adopt a customer focused model of delivery and engagement

Adopt
a customer focused model of delivery and engagement.
CRH is committed to putting people first, and to doing what’s right. Centering

CRH
customers in our work ensures that their needs and growth are considered in all our
decisions and practices. Customer growth and success is important to Outcome 2 of the
2017-2020 Ministry of Seniors and Housing Business Plan – to ensure Albertans have
access to appropriate housing and related supports.
Priority Initiatives

1.1 Develop and implement a customer satisfaction survey
1.2 Identify and address needs for improvement based on the customer experience journey
1.3 Create a Strategic Communication Plan
1.4 Implement a tenant liaison department
1.5 Develop a tenant advisory council
1.6 Explore technological solutions to improve the customer experience
1.7 Identify service delivery options to provide better services

Goal Two: Establish a new service delivery model for Capital Region Housing
Capital Region Housing is invested in providing innovative solutions to the growing demand
for affordable housing in Edmonton and in Alberta. Embracing a mixed income model of
service delivery allows for our business to be financially sustainable – where rents from
higher income tenants subsidize those for tenants with lower incomes, socially sustainable
– creating desegregated communities and fostering interaction and growth for all tenants,
and environmentally sustainable – using LEED principles both in regeneration and new
developments.
Priority Initiatives

2.1 Develop online processes for customer applications
2.2 Operationalize mixed income model at Parkdale
2.3 Create measures for social sustainability
2.4 Develop an Environmental Sustainability Program
2.5 Develop methodology to ensure quality and relevant businesses in commercial spaces
2.6 Transition near market buildings to mixed income
2.7 Implement risk management program

Goal Three: Continue to meet the demand for housing
The demand for affordable housing across Alberta continues to increase and there is strong demand for
a variety of affordably sized homes in Edmonton. Capital Region Housing is prepared to help address that
need.
Priority Initiatives

3.1 Implement priority items from the Community Housing Revitalization Strategy
3.2 Continue to work with public and private sector partners to deliver innovative housing solutions
3.3 Align and continue to support regional initiatives to address poverty in Edmonton
3.4 Implement Yardi 7, including modules to better support property and asset management initiatives

Goal Four: Be recognized as a leader in the housing sector
It is a unique time in the housing sector in Canada – all levels of government are recognizing the importance
of housing and are investing in its maintenance and development. Capital Region Housing’s role in this field is
to be a leader; as one of the largest housing management bodies in Canada with passionate and experienced
staff, engaged customers, and innovative practices, CRH will continue to demonstrate leadership.
Priority Initiatives

4.1 Engage in the certification process for the Canadian Awards of Excellence
4.2 Introduce financial benchmarking
4.3 Develop new service arrangements
4.4 Host a policy conference
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For more information contact us at
Capital Region Housing
10232 112 Street NW
Edmonton, Alberta
T5K 1M4
T: 780-420-6161
W: www.crhc.ca

