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Through the 2017 Annual Report, Capital Region Housing
(CRH) tells the story of home through the eyes of those we
serve and work with. This year’s Annual Report reflects key
partnerships in the development of vibrant and inclusive
communities, enhanced customer experience and satisfaction
through industry collaboration and customer engagement,
and the collective experiences of our customers through
new and improved service delivery models.
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WELCOME
Welcome to Capital Region Housing. For thousands of families and individuals in the
Edmonton Metropolitan Region, we are the way HOME.

MORE THAN A PLACE TO
LIVE
Home is much more than just a roof overhead.
Home is:

MORE THAN JUST A LANDLORD
Capital Region Housing is more than just a landlord.
We are:

Essential. Everyone deserves a home; every

Providers. We help more than 25,000 people in the

family, every person, every child.

Edmonton area live in a home they can afford.

Unique. Different families need different

Innovators. We create solutions for people who need help

kinds of homes and every person makes it their
own.

with their rent.

More than four walls. It is where

towards home ownership.

everyone finds support from friends and
neighbours.

Where families grow. It is a platform
where everyone can realize their potential.

Educators. We empower families to take their first steps
Partners. We work with like-minded organizations to do
more together than we can do alone.

Advocates. We create awareness of housing needs and
advocate for better, more inclusive communities.

We’re not just building homes. We’re developing communities.
We’re transforming lives. We’re creating memories.
We’re helping everyday Albertans find a safe place to call home.
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That feeling of home. Those amazing firsts. The first laugh. The first
cooked meal. The first pillow fight. The safe place where we are
able to lay our heads at night. Where love is present, friendships
are formed, support is provided and laughter is shared. It is where
our stories begin and where we create memories to last a lifetime.
At Capital Region Housing, we want to provide a home for those
we serve. Home that is safe and secure; home where families can
build relationships and contribute to their communities; home
where families can enjoy economic prosperity and well-being;
home where families are happy and healthy. We believe that home
is so much more than a roof over head; it is where we each find
support from friends and neighbours.
We understand the need for home, and, though our priority
list has doubled over the last few years, we stand committed
to working with those we serve to provide them with the best
options for their families.
Last year we met a family of 13 who had applied for our
Direct Rent Supplement (DRS) and Community Housing (CH)
Programs. With much anticipation, they sought to understand
the requirements to be met to receive a home. With a two-week
eviction notice in one hand, and experiences of neglect and
an uncomfortable and unsafe environment in the other, they
needed to find a new home. Our team worked with the family and
explored every possible option to find a home. Finally, through the
Private Landlord Rent Supplement Program, we were able to find
them a safe place to call home. They were excited to create their
own memories.
These are moments in time for our families and individuals. We are
proud to share in their story of home.
Throughout 2017 much of our conversations focused on creating
more homes for families through a mixed income approach;
our families not only have a safe place to call home, but they
can also contribute to diverse and inclusive communities, put
down roots and build assets. We’re putting those we serve first
by investing in customer engagement and satisfaction through a
strategic analysis of their collective experiences and well-being.
We’re fostering community development through innovative
partnerships, industry collaboration and stakeholder consultations
in the development of vibrant and inclusive communities. We’re
transforming lives through continuous improvement of service
delivery models.
We’re not just building homes. We’re developing communities.
We’re transforming lives. We’re creating memories. We’re helping
everyday Albertans find a safe place to call home. We will continue
to work with industry partners to provide the best options for
families and individuals in the Edmonton Metropolitan Region.
Welcome to Capital Region Housing. This is HOME.
Greg Dewling, Chief Executive Officer
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& Leadership
Board of Directors
The CRH Board of Directors is comprised of up to eleven members; two members are appointed
by the Edmonton City Council and nine are appointed by Capital Region Housing’s Board.

BOARD MEMBERS

OUR VISION

Chris Simonson*
Christine Zwozdesky
Donna Stevenson
Issam Saleh
Karen Stone – Vice Chair
Paul Whittaker
Reg Appleyard
Rob Heron
Scott Russill – Board Chair
Tess Gordey
Todd Shipley

Building quality homes and inclusive communities with engaged
people.

OUR MISSION
We improve the well-being of children and families in our communities
through a continuum of quality housing options, social supports and
partnerships.
OUR VALUES

*left in June 2017

CRH EXECUTIVE TEAM
Greg Dewling
Chief Executive Officer
Mark Hoosein
Chief Operating Officer
Shenaz Jeraj
Chief Information Officer

Dedication to every client’s or tenant’s success.
Integrity and responsibility in all relationships.
Innovation achieved through collaboration in our organization and in
the community.
CORPORATE VALUES
•
•
•
•
•

Put People First
Focus on Solutions
Work Collaboratively and Transparently
Invest
Do What’s Right

Zack Ramji
Chief Financial Officer
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In 2017, here’s how we helped families and
individuals of all ages find their way home.

3,600
31,000
$12M
applications received

customers assisted with in person questions or concerns

on refurbishing a significant percentage of the homes in our
portfolio

$20M
$17M
681
in subsidies

in development work

families placed
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2017 Priorities & Initiatives
CUSTOMER
ENGAGEMENT
& DELIVERY
Youngstown Tenant Engagement. As part
of a preliminary redevelopment study,
Capital Region Housing hosted an informal
barbecue with tenants of the Youngstown
Community Housing; Youngstown is located
in the Britannia community. The barbecue
provided the opportunity for tenants to
share suggestions and offer feedback on the
possible redevelopment of the Youngstown
property. CRH staff welcomed the
opportunity to connect with tenants face-toface and strengthen tenant relations. Tenants
were delighted to be treated to face painting
and balloon art while enjoying burgers, sodas
and popsicles.
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CRH Stars. Through a formal ceremony, CRH
recognized 45 high school students for their
academic achievements during the 2016/2017
academic year. Through the CRH Students Total
Achievement and Recognition (STAR) program,
CRH aims to motivate and encourage youth to
strive for and achieve excellence in academic and
personal development.
“We believe that in assisting those we serve find a
place to call home, it is important to empower them
to achieve at their highest potential. Through the
CRH Stars, we will develop a network or academic
society of students whose success and achievement
will motivate and inspire others within the Edmonton
Metro Region.” Greg Dewling, CEO
“It is so uplifting that CRH is recognizing its
residents for their academic achievements,” said
Kalley Lasola (Grade 12), a recipient of the CRH
Stars Award. “It was so exciting to see everyone
take time out of their busy schedules to attend and
provide such motivational messages at the awards
presentation.”
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Customer Journey Map. CRH explored the
experiences of our customers through a
Customer Journey Map; the map highlighted
every touch point of a customers’ journey
with CRH, from the time they learn about
community and near market housing to the
time they move-out.
Through internal and external customer
engagement, the project measured the
relationship between internal and external
customer service, provided insight into
systematic areas for improvement, and
provided key themes and challenges for
CRH customers. Several key themes and
recommendations were presented to improve
efficiencies; CRH will work to develop
procedures and initiatives for operational
sustainability. An immediate result was
training for staff in the areas of empathy and
de-escalation.

Wellbeing Survey. To better understand and serve
our tenants, we administered a confidential wellbeing and happiness survey to the families and
individuals we serve.
The survey addressed areas of strength and
improvement for CRH services, as well as satisfaction
levels with life, work, household finances and
community/neighbourhood relationships. The
anonymous survey results are being used to improve
or implement processes and services to enable our
customers to live fulfilled lives. To view the report visit
www.crhc.ca

Deck the Halls. We care about the families,
individuals and children we serve in our
communities. In December 2017, customers
were treated to snacks, daily hamper
giveaways and pictures with Santa Claus.
Customers were excited at the opportunity
and enjoyed the festivities. “I didn’t know
Santa came to social housing!”
Protraining. CRH staff participated in Protraining sessions for an opportunity to better
understand mental health issues and how to
respond in difficult, and sometimes dangerous
situations. Staff who participated gained
confidence in their abilities to respond to
heightened situations, received important
resources and tools to help keep their coworkers and customers safe, and learned
about vital techniques from professionals
in the field of mental health to de-escalate
individuals in a crisis.

75%

75% of customers surveyed through
the well being survey were happy or
very happy to live in a CRH home.
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SERVICE DELIVERY
MODEL
We’ve established new service delivery models for continued operational and economic sustainability.

CRH is investing to ensure
sustainability and success for
customers through initiatives such
as the implementation of Office 365,
improved video monitoring on our
sites and the digitization of tenant
records.
Throughout 2017, we focused on
reducing current tenant arrears and
saw a significant reduction through
eviction prevention practices.

7.3M

spent on Capital Projects

33%

reduction in year over year arrears
through eviction prevention

32,446
telephone customer assistance
interactions
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DEMAND FOR HOUSING
Candidate Open House. Through the
CRH Candidate Open House, prospective
municipal electoral candidates were invited to
learn about affordable housing programs, new
developments and projects. CRH branded
display boards and provided information
packages for candidates. Candidates
expressed gratitude for the opportunity to
discuss affordable housing opportunities
and pledged their support as advocates for
affordable housing.
Industry Collaboration. During a stakeholder
collaborative session, CRH and C5, as well
as other industry partners, recommended
the formation of a collaborative, aimed
at providing innovative ideas for housing
affordability in Edmonton. The ongoing
sessions provide the opportunity to engage
in meaningful dialogue about housing
affordability and access, identify innovative
ideas and advocate for increased access to
affordable housing.

Community Consultations. The Lendrum
Housing project provided more opportunities
to work with Councilors and the new City of
Edmonton Pilot Panel during the community
consultation process. During the four-phased
process, community members were given the
opportunity to review suggested development
options and provide feedback on the concept
building options. The final recommended
concept considered various criteria and
requirements, as well as the public feedback
during the process. The design was later
approved by City Council.

Through community engagement
and consultations, we’re
collaborating with industry partners
to support the building of new
affordable housing.

There is a 31% reduction in year over
year suite turnover.
Annual Report 2017 / Demand for Housing
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SECTOR HOUSING LEADER
Train the Trainer. In 2017 Capital Region
Housing became the exclusive provider of the
RentSmart Educator course for Alberta. The
Train the Trainer course prepares community
educators to deliver tenant education
programming in their own organizations
and communities, with the aim of creating
successful tenancies through transformative
education.
RentSmart is a program developed by Ready
to Rent in BC, whose vision is to create housing
stability, prevent homelessness, and build
community. CRH’s Education Lead became
the Master Trainer for Alberta and has been
delivering Train the Trainers across Alberta;
CRH has provided ongoing support to trained
community educators in their own delivery of
RentSmart tenant education programming in
their communities.

93

Trained community educators in
Alberta.
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Contractual Projects. We are proud to
provide services to a range of public and
private sector organizations. These services
include Project Management, Information
Technology, Financial Services and General
Management.
Mentorship and Leadership. CRH engaged
in a Capstone Project with postgraduate
students from various academic institutions.
The students provided research in a variety
of areas including Mixed Income and Dispute
Resolution; these scholarly articles will be
critical to the work to be undertaken in 2018
and beyond.
National Presentation and Consultation.
CRH has shared best practices and key
findings with other industry experts through
conferences such as the Ontario Non-Profit
Housing Association (ONPHA), the BC NonProfit Housing Association (BCNPHA), the
Canadian Housing and Renewal Association
(CHRA) and the Canadian Sociological
Association (CSA).
Additionally, with the launch of the Provincial
Affordable Housing Strategy, CRH was
invited to be part of the implementation
working group in the areas of Policy and
Legislation and Data and Research.
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Members of the CRH Executive Team
L-R Shenaz Jeraj (CIO), Zack Ramji (CFO),
Mark Hoosein (COO) & Greg Dewling (CEO)

We’re providing education, mentorship
and leadership to build expertise across
the housing sector.
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“I was referred by a friend to apply for
housing at CRH and it has been amazing.
Back in Cambodia I had friends and things
were familiar, but here in Canada there
are more opportunities for education
and government support. Capital Region
Housing has affected my daughters a lot,
a lot. They’ve become happier and more
joyful. As a single parent, I’m still able
to provide for my kids to get what they
need and then I still have food to eat, we
have good clothes. I still have the money
that I still can provide my kids to go out
on programs. This is the way your home
should be, it should bring you joy and
happiness.
Capital Region Housing has changed my life
a lot. I’ve become more independent, I’ve
become stronger and I’ve proven to a lot of
people that I can do anything.”
This is Socheat’s Story. Originally from Cambodia, Socheat
and her daughters found their home in Capital Region
Housing’s Community Housing Program. When asked
how living with Capital Region Housing changed her life,
Socheat noted that the impact on her daughters has been
tremendous; they now have enough room to play and invite
friends to share in their sense of community. Living with CRH
has also allowed Socheat to have access to support services
and amenities close to her home.
Annual Report 2017 / Customer Experience & Engagement
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“We love Edmonton. Since we came here, the
first day and first time, I told my wife, this is
our place. Edmonton is the City of Champions
and we also want to be champions of
everything we can achieve here. The building
is safe, I feel safe because we are safe here.”

This is Richard’s Story. Originally from Congo in Central
Africa, Richard and his family found their home in
Capital Region Housing’s Near Market Program. Richard
described leaving his country as dramatic; the most
important thing for him is security for his daughter.
That security, he noted, has been provided through the
services offered by Capital Region Housing. His family
aspires to own a home and put down permanent roots in
Edmonton.
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“Our dream is to
buy a home and leave
this one for someone
else!”
Richard
Near Market Housing
(Photo for illustration purposes only)
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“If it wasn’t for
Capital Region
Housing, I don’t know
where I’d be!”
Gilbert
Subsidy Recipient
(Photo for illustration purposes only)
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“I haven’t worked in almost five years
because of health issues that I have. I
really had no choice but to move from St.
Albert because rent is quite a bit more
expensive in St. Albert than Edmonton. I
ended up getting a subsidized unit in this
apartment that we’re in now from Capital
Region Housing and it just gives me a
little bit more independence. I was so
fortunate.”

This is Gilbert’s Story. Born to hearing impaired
parents and fluent in French, Gilbert was born and
raised in St. Albert and is a proud to be a customer
of Capital Region Housing. Gilbert found his home in
Capital Region Housing’s Subsidy Program.
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“35 years!!! Who would have thought!!! Not
me. I started in April 1982 with the company;
we were known as Edmonton Housing
Authority. At the time, we were a Crown
Corporation; I would have to guess that
we had approximately 100 staff. Through
the years, you have your ups and downs,
however I would have to say that the ups
(good) outweighed the downs (bad) as I
am still here. You work hard and you work
through them. I am very thankful for the
opportunities that I have had and I hope to
stick around for a few more years!”

This is Val’s Story. Val was hired in 1982 and has worked
for CRH for 35 years in various capacities including
Receptionist, Information Officer, Placement Officer,
Lease Administrator, Senior Accounts Receivable Clerk
and Senior Financial Officer. As one of CRH’s veterans,
Val is a valued member of the CRH family and is known
for her warm smile, wealth of information and ability to
invest her skills and talents in assisting Albertans to find a
home.
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“I am thankful for
the opportunities I’ve
had. I hope to stick
around for a few
more years!”
Val , CRH Staff
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New Affordable Housing Devel
The unique X design will help create a
community where residents can grow in
place.
As part of its core business strategy,
CRH - with the assistance of many local,
provincial, and federal partner organizations
- is redeveloping the Londonderry
Housing project located in the Kilkenny
neighbourhood of north east Edmonton.
Expected to be complete in the spring of
2021, Londonderry is a $72-million affordable
housing development and the first social
housing regeneration project of its kind in the
City of Edmonton.
The original four-building Londonderry complex
was built in 1971 and found itself closing
in on the end of its life-cycle. Ultimately, it
was determined by CRH that it would be less
expensive to demolish and rebuild the complex
from scratch, rather than bring the 80-units back
up to code. CRH took the opportunity to work
with the City of Edmonton and the Government
of Alberta, and re-evaluate the approach to
regenerate social housing.
The response to CRH’s plans for Londonderry
has been so far very positive among the City
of Edmonton, Government of Alberta and the
community at large. When CRH took the plans
to the City for rezoning, it was unanimously
supported by council and there was not a
single voice that spoke out against the project;
a true testament to the benefits of the early
community consultation that was undertaken at
the onset of the development process.
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“In our open-house meetings, we heard
from the community that they didn’t want
Londonderry to feel isolated in either its design
or in its programming,” says Dewling. “In order
to reflect this desire, part of Londonderry’s
design features outdoor public-facing gathering
space combined with and indoor gathering
space for the tenants. This allows tenants to
feel as though Londonderry is not only their
own, but also be a very inviting space for the
surrounding community.”
With construction anticipated to commence in
Summer 2018, the new development will be
made up of 240 homes with a mix of marketrate, near market and social housing units that
will be indistinguishable.
This is done so that tenants - once their
financial situation improves - will not be
required to move out of their homes as
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lopments
they transition from subsidized housing to
near market housing to market housing, as is
currently the case.
CRH’s hope for Londonderry is to help create
an environment where all have access to the
services they need and to provide a place
where everyone feels safe and included in
the larger community. The design of the new
Londonderry project aims to nurture this
sense of community by being arranged in an X
configuration that will span the entire footprint
of the site. This will create two separate and
distinct exterior courtyard spaces, one of which
will be semi-private and host a community
garden with the other serving as a common
area, complete with on-site services that can be
used by local organizations.

Parkdale ONE - First Mixed Income Housing
for Capital Region Housing.
The new Parkdale ONE development has
a mix of incomes and provides homes for
approximately 70 families and individuals.
The 70-unit apartment building is the second
phase of the Parkdale redevelopment and
complements the 66-unit apartment building
completed in 2013.
By combining market, near market
and community (social) housing in one
development, we are able to provide
affordable housing in a sustainable way to
help families live in a community without the
need to move.

Excerpt from Western Exteriors Magazine

Londonderry will be home to 240
families. This is the first social housing regeneration
project in the City of Edmonton. In partnership with
the City of Edmonton and others, Capital Region
Housing is embarking on an energizing and ambitious
project to redevelop and revitalize the Londonderry
housing complex in the Kilkenny neighbourhood in
north east Edmonton.
To learn about CRH programs and services, visit www.crhc.ca
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Strategic Partnership & Collabor
Integrating affordable housing into market
development.
Pine Creek will be home to 174 families; 35
of those homes will be subsidized. At Capital
Region Housing we believe that home is more
than a roof overhead and that safe affordable
housing is a key ingredient in the health,
well being and economic prosperity of any
community.
That’s why putting those we serve first, by
partnering with private sector organizations
like RMS to provide affordable housing that
meets the needs of everyone, regardless of
their income.
“Ensuring our families have a safe place to call
home is an essential part of our commitment.
We are proud to be part of this innovative
partnership that employs a mixed income
model for long term economic and social
sustainability. We welcome the opportunity
for our families to remain in communities they
have come to know and contribute to as they
move through the housing spectrum,” Greg
Dewling, CEO.
Through a Joint Venture Partnership, Capital
Region Housing and RMS Group are excited to
meet some of the demand for the 345 families
on the waitlist for the Millwoods community.
This is the first innovative partnership of its
kind in Alberta, which will allow the integration
of affordable rentals units into a market
housing development.
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Statement of Operations
Balance Sheet as at December 31, 2017
Government and CRH Owned Properties

ASSET
Cash				
Accounts Receivable		
Prepaid Expenses		
Assets Held in Trust		
Investments in Related Parties
Housing Projects and Capital Costs
Intangible Assets
TOTAL ASSETS		

Income Statement as at December 31, 2017
Government Properties for 12 Months

REVENUE		
$9,987,125
$3,851,593
$914,014
$923,201
$5,600,138
$88,566,996
$1,204,760
$111,047,827

LIABILITIES
Current Liabilities		
Mortgage Payable		
Trust Liabilities		
Deferred Contributions		

$20,381,624
$13,963,912
$923,201
$43,109,971

TOTAL LIABILITIES

$78,378,708

$25,690,149

EXPENSES
Human Resources & Administration
Utilities & Taxes		
Maintenance			
Operating		
Major Projects

$14,216,403
$13,356,910
$11,865,466
$2,431,649
$2,627,901

TOTAL EXPENSES		

$44,498,329

Operating Surplus (Deficit
Amortization Expense		

-$18,808,180
$13,111

Net Surplus (Deficit)		

-$18,821,291

Net Operating Grant		

$18,821,291

Income Statement as at December 31, 2017
CRH Owned Properties for 12 Months

EQUITY
Invested in Property & Equipment
Unrestricted		
Internally Restricted Reserve

$27,258,255
$3,173,404
$2,237,460

TOTAL EQUITY

$32,669,119

TOTAL LIABILITIES & EQUITY

$111,047,827

REVENUE		
EXPENSES
Human Resources & Administration
Utilities & Taxes		
Maintenance			
Operating		
Major Projects
Interest 				

$1,124,996
$1,797,054
$1,148,347
$506,053
$284,729
$509,574

TOTAL EXPENSES		

$5,370,753

Operating Surplus (Deficit)
Restricted Grant		
Net Amortization Expense		

$1,023,110
$164,194
$869,265

NET SURPLUS (DEFICIT)		
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$6,393,863

$318,039
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It is our hope that CRH will be the landlord of choice for our
families and individuals in the Edmonton Metropolitan Region. We stand
committed to assisting those we serve.
In 2017 we focused on community consultations with key
stakeholder groups as we improved vacancy rates, suite turnaround
times and property upgrades for our customers. Through a
collaborative internal approach, we will continue to identify and seek to
address the critical paths to providing more than just a place to live.
We will continue to tell the story of home and develop
key partnerships as we build inclusive communities,
enhance customer experience and satisfaction and improve
service delivery models.
Everyone deserves a home. Every family. Every person.
Every child. We’re here to make that happen.
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