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Our vision
Everybody’s home. 

Our mission
To provide safe and  
affordable housing.

Our guiding         
  principles 
Sustainability: We will build an organization that will 
value and promote financial, social and environmental 
sustainability. 

Excellence: We will embody service and operational 
excellence, creating an environment where customers 
can achieve their highest independence. 

Engagement: We will ensure all our partners – tenants, 
staff, service providers and governments – are fully 
aware and engaged in our success. 

Innovation: We will develop innovative and creative 
housing solutions and approaches.

Our values
Integrity: We act with respect, embrace diversity and 
treat everyone with empathy and fairness.

Mastery: We use the best information to focus on 
positive change and solutions.

Stewardship: We exercise responsible management of 
our housing and resources.

Authenticity: We foster an environment of accountability 
where all feel safe to work collaboratively and 
transparently.

Investment: We invest in the success of our employees 
and customers.
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Message from the Board Chair

Welcome to 
Capital Region Housing (CRH).
2020 was a challenging year for our organization. Our staff focused 
on customer-oriented service delivery models, engagement in a remote 
workplace setting, business continuity planning and execution, and 
improving service and operational excellence.

The COVID-19 pandemic tested our business continuity 
planning capacity and implementation skills. Like 
many organizations worldwide, our staff responded 
with a seamless shift to remote working. We pivoted 
to exclusive online and phone-based customer service 
and executed an online tenant engagement strategy, 
replacing in-person tenant gatherings.

Prior to the pandemic, our staff successfully opened 
our renovated office building, complete with a new 
lobby and an automated customer sign-in process 
using tablet technology. We also provided tenants with 
a new way to pay their rent, adding pre-authorized 
debit to our payment options. 

This year also marked the continuation of several 
development and program initiatives. The Building 
Careers That Fit employment program for tenants 
continued along with the CRH Stars program providing 
motivational and educational opportunities for youth. 

CRH held a media event to break ground on our 
Lendrum Redevelopment project. The south  
Edmonton project, scheduled to be completed in  
2022, will provide market and near-market homes  
for 120 families. Our Londonderry Redevelopment 
project progressed significantly this year and is 
scheduled to welcome 240 families in 2022.

Throughout 2020, the organization maximized 
its efficiency and effectiveness through several 
operational changes including creating a Risk 
and Internal Controls department to manage the 
increasing risk profile of the organization. Staff also 
introduced new technologies to keep staff informed 
such as SharePoint intranet websites and Zoom-based 
staff forums and meetings. 

CRH restructured its Customer Service operations 
and created a Tenancy Management team to help 
improve the overall customer experience, and set 
up tenants for a healthy, successful and sustainable 
tenancy. We also provided more opportunities for staff 
development including resiliency training.

Our senior leadership met with various levels of 
government to discuss housing affordability and best 
practices, provided input on Alberta’s Affordable 
Housing Panel Committee Review. We will continue 
to work with industry partners to provide safe and 
affordable homes for families in the Edmonton 
Metropolitan Region.

Paul Whittaker 
Chair, CRHC Board of Directors
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1,519
Applications received

57,557 
Customers served in person  
or via telephone

17.4 Million
Rental subsidies for families  
and individuals

475 Families placed

$5.4 Million
Refurbishing a significant percentage of the homes in 
our portfolio and on capital projects. The demand for 
housing is at a record high, and the affordable housing 
sector is going through a time of transformation. Our 
vision for home is customer focused, sustainable and 
affordable. Through this vision, we can stabilize revenue 
for housing providers, support better outcomes for 
tenants, foster innovation in the sector and improve  
the design of affordable housing and provide homes  
for the approximately 9,000 families on our priority list. 

Annual Report
Helping families and individuals find a home.
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Service Excellence
We are committed to operating as a customer-centric organization 
with a learning organizational culture and are dedicated to 
satisfying customer needs by providing the best and most 
professional service to internal and external customers alike.

Customer service improvements
A new sign-in process for visitors using tablet technology was installed in 
our renovated lobby space at our downtown office building, which opened 
to the public in January. The new process helped our team serve customers 
quickly and more efficiently. On March 16, our in-person customer service was 
suspended due to the COVID-19 pandemic and customer services were moved 
to our call centre and through email. Our call centre traffic doubled in the first 
day and on March 23, we expanded our customer service hours to 7 p.m., daily.

Safety and security at CRH properties
In response to safety and security concerns at our multi-family properties, 
CRH distributed information posters reminding tenants how to keep their 
building and neighbourhood safe and secure during the pandemic. CRH also 
distributed social distancing and general COVID-19 posters to our townhome 
properties. We ramped up cleaning and sanitization of common areas (doors, 
elevators, handrails, etc.) at all our apartment properties to help stop the 
spread of COVID-19. CRH communicated with our maintenance and property 
management vendors about safe protocols when entering a tenant’s home 
during this pandemic. Our Occupational Health and Safety manager fit tested 
our site supervisors with respirators so they could enter tenant’s suites safely.

02
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Talk With Tenants – 
customer engagement 
session 
Due to the COVID-19 pandemic, we were unable to 
host in-person tenant engagement sessions. Instead, 
we pivoted to host a virtual engagement session 
called Talk With Tenants, on Oct. 7. The online session 
included presentations from staff, a Q&A session, and 
a recording of the session was made available on our 
website for those who missed it. We plan to host another 
virtual session early in 2021, if gathering restrictions  
due to COVID-19 are still imposed by Alberta Health 

Services officials. 

University of Alberta 
partnership 
Capital Region Housing partnered with the University 
of Alberta’s department of sociology for some hands-on 
learning for students in the Certificate in Applied Social 
Science Research. Through a series of customer surveys 
and staff interviews, the students explored rising housing 
costs, low vacancy rates in Edmonton, and how customers 
access CRH services and programs. Data collected and 
analyzed for the student’s final report will help CRH better 
deliver frontline services to customers. Both organizations 
benefitted from this unique partnership and hope to work 
together again.  

Building Careers That Fit
Through the Building Careers That Fit program with 
NAIT, tenants have been gaining employment in 
several trades and sub-trades. To date, five tenants 
have been employed as part of the program. NAIT, 
Stuart Olson and CRH also partnered to develop a 
six-week pilot program entitled “Building Careers 
That Fit: An Introduction to Construction.” Through 
the program, students will be provided with hands-on 
skills in worksite safety, carpentry, concrete forms, 
electrical, plumbing and HVAC. Students will also gain 
practical experience at a construction site, experiencing 
the real world environment. Although the six-week 
pilot program was put on hold due to COVID-19, CRH 
continues to promote the program to tenants and 
received several resumes from interested tenants 
during the last promotion in fall 2020.

Yardi implementation
There were external projects that, based on 
our experiences with Yardi, allowed the Project 
Management Office to help other organizations 
struggling with implementation. This allowed us  
to increase our reputation while also providing funds 
that can be used in conjunction with existing budgets  
to further our social goals.
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Partnership with Muslim 
Association of Canada
CRH partnered with the Muslim Association of Canada 
(MAC) to provide funding to purchase food hampers 
which were delivered to 194 CRH tenants during 
Ramadan. CRH staff volunteered their time to help
deliver the care packages in June. Any CRH tenant, 
regardless of faith or background, were eligible to 
receive the food hampers.

New rent payment options 
for tenants
The Project Management Office implemented a new 
service allowing tenants to use pre-authorized debit 
to pay their rent. Pre-authorized debit allows CRH to 
automatically withdraw their rent payment from their 
bank account on the first day of each month. This 
payment can include parking and power fees if those 
are part of a tenant’s rental agreement. Pre-authorized 
debit is best for tenants whose monthly income and rent 
do not change very much.
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Post-secondary partnerships
CRH continues to partner with the Community Service 
Learning program at the University of Alberta with 
projects focused on food insecurity.

CRH, in collaboration with Dr. Damian Collins and 
Dr. Joshua Evans, both from the University of Alberta, 
completed their study into eviction prevention strategies 
used by social and affordable housing providers in 
Edmonton (grant provided by the Government of Canada’s 
Reaching Home: Canada’s Homelessness Strategy through 
Homeward Trust Edmonton’s Community-Based Research 
program).  A final report was produced and an original 
manuscript submitted to a prominent academic housing 
journal for publication.

CRH is also the lead community partner in the 
University of Alberta led Community Housing Canada 
project, funded by Canada Mortgage and Housing 
Coproation (CMHC) and Social Sciences and Humanity 
Research Council (SSHRC). This pan-Canadian project 
involves research leads from Dalhousie University, Royal 
Roads University, Simon Fraser University, Lakehead 
University and the University of New Brunswick in addition 
to researchers from other Canadian and international 
universities. There are also community partners from all 
areas of the community housing sector, across Canada.

We are committed to expanding the pool of housing 
researchers by hiring university students to work as 
Research Assistants as needed for various research grants.

CRH Stars
Through the CRH Stars program, students are recognized 
and celebrated for their achievement during the 
academic year. The CRH Stars Awards recognize the 
academic excellence and positive impact of youth in 
our communities. In September, we granted 47 awards 
to 40 Edmonton high school students, for a total of 
$10,500. This year’s recipients have demonstrated 
resilience, drive and perseverance in achieving their 
goals. They completed Grades 10, 11 or 12 during 
the 2019–20 school year and live with Capital Region 
Housing.

Congratulations to our 2020 recipients. We 
wish them well in their academic journeys! 

The CRH Stars Award is designed to motivate and 
encourage youth living in CRH housing to strive for 
and achieve excellence in academics and personal 
development. Awards are presented to high school 
students based on the criteria for the Alexander 
Rutherford High School Achievement Scholarship.  
CRH Stars is open to children and/or dependents  
of CRH tenants and subsidy clients.
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Maintenance Portfolio
Through efficient operational planning, CRH undertook planned, demand and 

preventative maintenance to ensure the safety and well-being of families and 

individuals, and to reduce operational costs.

70,895
Work orders 

created

$674,000
In emergency 

work

$4.39M
In unit 

turnovers

$5.4M
In immediate 

work

$256,000
In appliance 
replacement

190
Kitchens replaced  

through  
preventative  
maintenance

11,459
Maintenance 
calls handled
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Operational Excellence
We are committed to continuous improvement to maximize and 
sustain our efficiency and effectiveness. We work to ensure the 
right tools and processes are in place to meet the challenges of 
sustainability while remaining customer centric. 

03
Risk management strategy 
implemented
Risk management and internal controls are critical in the 
process of setting and achieving operational, strategic, 
compliance and reporting objectives. The starting point 
of a risk management program is preparing an Enterprise 
Risk Management (ERM) program.  

With the changes and growth that CRH was experiencing 
management realized that the risk profile of the company 
was also changing and evolving. The organization 
therefore embarked on developing a risk and internal 
controls profile and recruited qualified personnel to 
manage the area. The Manager, Risk and Internal Control 
is positioned underneath the Chief Financial Officer, and 
reports to various levels in CRH. ERM risk is reported to 
leadership and the Board multiple times a year and has an 
effect on the Business and Strategic Plans. Internal control 
assessments are reported to leadership and management 
in the assessed areas after the engagements have been 
completed, and on a quarterly basis, depending on the 
nature of the assessment. Providing feedback on the 
existing internal controls’ effectiveness and efficiency, can 
result in changes to processes and workflows, and can 
affect all areas and staff at CRH.

SharePoint technology 
introduced
CRH’s new intranet, Our Home, was rolled out as 
a means to use the latest technology to keep staff 
updated on news, announcements. The SharePoint-
based site will make it easier for staff to find key 
information like forms, videos and templates, and 
keep them up to date on the latest internal news 
impacting their departments. Electronic files for several 
departments have also been moved to a SharePoint-
based cloud system making it easier for employees 
working remotely to access their files securely.
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Employee engagement 
moves to Zoom platform
In mid-March, most staff began working remotely 
due to the COVID-19 pandemic and our employee 
engagement sessions shifted from in-person meetings 
to an online format using the Zoom videoconferencing 
platform. Each month, staff are updated on the latest 
information impacting their work. CRH also used Zoom 
to encourage more casual interaction as staff noted 
they missed the interaction that would normally occur 
in an office setting. Human Resources organized virtual 
lunches, water cooler breaks, long service awards 
celebrations and special events around days such as 
Halloween. Board members were also encouraged to 
attend the sessions.

New board member 
orientation sessions
CRH provided orientation for new board members on 
items such as governance, finance and risk, among 
other topics throughout the year. A full orientation 
package was developed internally to help onboard  
new members. 

Training and professional 
development
Policy, Research and Education sent out a survey asking 
staff what topics they would like to see in a resilience 
training program. The training focused on building 
resiliency during the current COVID-19 pandemic. 
Human Resources also launched a training seminar 
for the Headversity app. The app is a leading digital 
solution for training resilience. It uses a behavioral 
health platform to arm staff with tools to build 
resilience and get ahead of adversity.

Finance rolled out SAP Concur Software training 
for staff who use corporate credit cards and submit 
expenses for mileage. The software, which came into 
effect in September, assists staff when they submit and 
manage their expense claims, mileage claims and credit 
card reconciliations.

CRH launched the BoardEffect software to all Board 
members. Training on the software was conducted at 
the June Strategic Board Planning meeting.

Business continuity 
practices put into action
In the early weeks of the COVID-19 pandemic, the 
Business Continuity Plan Committee met to discuss 
updates to the organization’s response to the COVID-19 
pandemic. The committee tracked action items in real 
time and reported back at each meeting on progress 
until normal operations resumed.
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Information technology 
upgrades
In 2020, Systems performed several upgrades to keep 
our information technologies current and safe. This 
included migrating to Versature voice over IP from our 
on-premises phone system. This move was made was 
to leverage greater control over our phone system and 
be more agile to accommodate for interruptions to 
our business, like the COVID-19 pandemic. CRH also 
migrated the majority of its business files to a cloud-
based SharePoint application when the organization 
moved to remote working in March.

During our office renovation, Systems implemented 
queuing systems for customers accessing our Customer 
Service agents and for staff booking meeting rooms in 
the building. We also partnered with the organization 
eSentire to deliver 24x7 managed detection and 
response services for inside and outside the office. 
These services include anti-virus, log-in monitoring and 
office infrastructure monitoring.

Systems also implemented Cisco Umbrella software to 
utilize Cisco’s internet infrastructure to block malicious 
and unwanted domains, IP addresses and cloud 
applications before a connection is established.

Customer service 
improvements
CRH restructured its Customer Service operations this 
past year with an eye to improving tenant and applicant 
relations. It created a Tenancy Management team to 
help improve the overall customer experience and set 
up tenants for a healthy, successful and sustainable 
tenancy. The newly-created team offers a customer-
focused approach to a tenancy from welcoming them 
to their new home at move-in to managing any ongoing 
issues to closing out their tenancy on move-out day. The 
Leasing team is now completing move-in inspections 
and unit viewings, previously done by Site Managers.

Customer Service, together with the Project 
Management Office, completed another milestone with 
the Rent Café application portal by implementing the 
administrative back end, called Rent Café – Back Office. 
This portal allows CRH staff to manage and organize 
customer applications through an efficient online 
system. The public-facing side of the application portal 
will be launched on the CRH website in 2021. Due to 
the COVID-19 pandemic and an eviction moratorium 
implemented by the Government of Alberta, CRH’s 
Compliance team worked with tenants to make 
payment arrangements to help people who may be 
struggling financially to remain in their homes, due 
to the pandemic. Lastly, Customer Service progressed 
with the digitization of its records with the goal of 
completing the process by early 2021.
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Project Management Office 
expertise expands
The Project Management Office (PMO) expanded its 
capabilities considerably this year implementing new 
processes and instituting portfolio management process, 
standardized project templates and governance setup.

The PMO implemented new modules in Yardi including 
helping CRH track any asset over $400 in value as 
tenants use it either in their homes or corporate assets 
such as computers. This will allow CRH to receive 
purchase orders, track its location, and eventual disposal.

They also implemented Rent Café Back Office, the first 
step in creating a self-serve portal where applicants can 
apply for homes with CRH. This system will prevent the 
need for staff to enter data manually allowing them to 
be allocated to more customer facing responsibilities 
and reduce backlog by streamlining our process.

PMO also improved its Yardi support including 
developing more efficient processes and improving 
relationships with Yardi clients. The Yardi Training 
Program provided training to all CRH employees who 
use Yardi as part of their jobs, providing a baseline 
of knowledge upon which subsequent specialized 
training on new modules can be built. Key goals 
were to create reusable, multipurpose training 
materials – PowerPoints, handouts, how-to documents, 
demonstration videos – that can be used both in group 
and one-on-one training (such as new hires or current 
employees changing jobs); and establish the know-how 
and resources for a continuous training program.

The office also helped move Capital Region Housing 
Foundation account records from Sage 50 to Yardi 
Voyager. The PMO is committed to continuous 
improvement to maximize and sustain our efficiency  
and effectiveness.

Lastly, PMO went live with DocuSign for the Procurement 
and Leasing teams, providing them with a secure way 
to send and receive signatures on contracts and other 
documents. This will reduce paper, printing and courier 
expenses to the organization, while also improving the 
tracking and security of important documents.

Freedom of Information 
and Protection of Privacy 

training feedback

Have a better understanding  
of how privacy issues apply  

to their daily work

Are more confident managing  
personal information at work

Know what steps to take  
if they learn about a  

privacy breach at work

97%

93%

97%
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Lendrum redevelopment
A groundbreaking media ceremony was held on 
the site where both Lendrum Villa and Lendrum 
Manor have been vacant since June 2019. Officials 
from the City of Edmonton, Government of Alberta 
and Government of Canada as well as community 
representatives were in attendance. The project has 
a construction start of spring 2021 and an anticipated 
completion of fall 2022.

Meeting Housing Demand
We build and maintain communities by ensuring the  
right housing is made available and use innovative 
solutions to find sustainable approaches for our housing.

04
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Londonderry development
Londonderry, the first social housing regeneration 
project in Edmonton, is progressing with construction. 
CRH provided Board members and staff with a tour of 
two completed show suites. The once 80-unit building 
will become home to 240 families and individuals, 
opening its doors in March 2022.

Keheewin development
In January, Edmonton City Council voted 11-2 in favour 
of moving forward with the Keheewin Development 
project in south Edmonton. The vote was held following 
two days of public hearings in conjunction with the 
municipal reserve at City Hall to discuss rezoning the 
development site. Following a submission review, the 
City hosted a public meeting as part of the rezoning 
application process, where community members were 
invited to provide feedback on the  
final concept and rezoning. 
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Housing Sector Leadership
As a recognized leader in the sector, we focus on research and 
policy development to further our knowledge of the sector and to 
innovate. Building on a culture of excellence, we develop pioneering  
solutions and best practices that inform the future of our sector, and 
we pilot new approaches that drive the growth of our sector.
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Service company business 
development
CRH continues to restructure its service operations, 
including the development of a service company. 
CRH currently offers a variety of property and project 
management services to public and private sector 
partners. A steering committee meeting is held monthly 
to update senior leadership on setting up the not-for-
profit, which is set to launch publicly in 2021.

Housing sector presentations
CRH continues to present best practices to sector 
members. CEO Greg Dewling participated in Virtual 
RENT 2020, the BC Non-Profit Housing Association’s 
(BCNPA) Annual Conference, presenting on community 
giving during COVID-19. He also spoke at a leadership 
panel lecture, Leading Through Uncertainty: A Panel 
Discussion with Top Edmonton Executives, hosted by 
the Robert Half Management Resources. A group of five 
formative Edmonton executives discussed the impact of 
COVID-19, the record low energy prices, and how they 
are navigating this ‘new normal’ as business leaders.

Collaboration with partners
Capital Region Housing sponsored the 2020 
Recognizing Outstanding Organizations and People in 
Housing (ROOPH) Awards hosted by Homeward Trust. 
This annual awards event recognizes outstanding 
individuals, organizations and businesses making an 
impact and working to address affordable housing and 
homelessness initiatives in Edmonton. CRH was also 
a sponsor of the 2020 Housing Central Conference, 
BCNPHA’s annual affordable housing conference. 
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Testimonials
We sponsored another 100 MAC Packs as part of our campaign 
with the Muslim Association of Canada to bring food hampers to 
Capital Region Housing tenants during Ramadan. 

06

Our tenants were so appreciative 
when they received the MAC 
Packs on their doorsteps! The 
food hampers contained fresh 
and non-perishable food items, 
as well as a few sweet treats.

On behalf of myself and neighbour  
I would like to thank the Community 
Food Share for the MAC Pack 
we received on Sunday, May 17,” 
says one tenant. “It was very kind 
and considerate of the Mosque 
community and Capital Region to 
share with us during Ramadan.”
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Capital Region Housing tenants Tara Larson and Abdi 
Omar Ige found new employment through the Building 
Careers That Fit program. Stuart Olson and Capital 
Region Housing (CRH) have created a unique labour 
engagement initiative to be implemented on the 
Londonderry Redevelopment project. For the duration 
of this three-year project, Stuart Olson and their 
subtrade partners will endeavour to hire a minimum of 
five per cent of all workers on site directly from CRH 
affordable housing programs. The goal is to exceed 
this threshold by breaking down barriers and finding 
innovative ways to recruit people into trades.

I saw the advertisement for the Building 
Careers That Fit program, sent in my 
resume and, a few weeks later, I got the 
job,” says Abdi, who is a plumber. “I have 
developed more and more experience, and 
now I can work. I understand everything. 
I am building lots of connections and 
learning a lot.

                       Abdi Omar Ige, plumber, Stuart Olson Inc.

The Building Careers That Fit program has 
been amazing. I love coming to work every 
day. They let me do almost anything. I feel 
comfortable doing. I’m doing traffic control 
for them when they do their concrete 
pours and general housekeeping for the 
entire construction site. I love my boss, 
my crew, all the people I work with and 
being part of the project. Whoever had 
this idea to begin with – I want to thank 
them because it’s such a beautiful thing. 
It means a lot to me to give back to CRH 
because you’ve changed my life already so 
much and I now get to give a little back.

             Tara Larson, labourer/flagger, Stuart Olson Inc.
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Financials
Capital Region Housing 

Balance Sheet  
as December 31, 2020 
 

ASSETS 
Operating Cash $ 607,805

Restricted cash  17,584,331

Accounts Receivable  4,473,373

Prepaid Expenses  1,001,979

Assets Held In Trust  1,741,073

Long-Term Receivable  329,184

Investments in Related Parties  1,699,985

Housing Projects and Capital Costs  100,592,413

Intangible Assets $ 1,204,760

TOTAL ASSETS $ 129,234,903

 

LIABILITIES 
Current Liabilities $ 33,418,790

Mortgage Payable  17,059,258

Trust Liabilities  923,201

Deferred Contibutions $ 43,668,301

TOTAL LIABILITIES $ 95,069,550

 

EQUITY 
Invested in Property and Equipment $ 19,199,094

Unrestricted  12,224,441

Internally Restricted Reserve $ 2,741,818

TOTAL EQUITY $ 34,165,353

 

TOTAL LIABILITIES & EQUITY $ 129,234,903

CRH manages approximately 4500 government-owned homes. Together with corporation-owned  
homes, CRH has approximately $1,000,000,000 in assets under management.



22      Capital Region Housing   2020 ANNUAL REPORT

Capital Region Housing 

Income Statement – 
Government Properties 
For 12 months ending December 31, 2020 
 

REVENUE  

Operating Revenues $ 25,458,011

Operating Grant  17,863,679

TOTAL REVENUE $ 43,308,511
 

EXPENSES 

Human Resources & Administration $ 14,332,465

Utilities & Taxes  13,348,566

Maintenance  8,993,526

Operating  2,861,333

Major Projects  3,772,621

Amortization $ 13,179

TOTAL EXPENSES $ 43,308,511

  

Capital Region Housing 

Income Statement – CRH Operations 
For 12 months ending December 31, 2020 
 

REVENUE $ 8,852,181
 

EXPENSES 

Human Resources & Administration $ 1,402,459

Utilities & Taxes  2,165,096

Maintenance  1,352,264

Operating  761,766

Rent Subsidy  232,074

Interest $ 951,117

TOTAL EXPENSES $ 6,864,776
 
Operating Surplus (Deficit) $ 1,987,405

Restricted Grant $ 167,496

Gain (Loss) On Disposal of Assets $ 618,043

Net Amortization Expense $ 934,726

NET SURPLUS (DEFICIT) $ 1,838,218





24      Capital Region Housing   2020 ANNUAL REPORT

10232 – 112 Street NW
Edmonton, AB  T5K 1M4

T  780.420.6161
F  780.426.6854

More information at www.crhc.ca


