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Fall brings many changes, 
and with it, the knowledge 
that winter will soon be here.  

Message from the interim CEO

As a parent myself, I know that some fall 
changes can also be stressful; the current 
status of COVID-19 in our province, 
added costs of school supplies, and other 
pressures can add up. There are many 
resources in our city to help individuals 
and families in need – at the end of 
every tenant newsletter we add a list 
of resources that you may find helpful. 
And on page 3 we’ve provided you with 
several easy tips for maintaining your 
home through fall and into winter.  
November is Housing Month in Edmonton, and there are 
several organizations in our city, including Civida, who 
work to bring awareness to the need for, and importance 
and	benefits	of	affordable	housing	in	our	communities.	
We will be running a social media campaign to highlight 
some of these facts, as well as participating in a series 
of	webinars	featuring	speakers	from	the	community.	
You	can	find	more	information	and	participate	at	this	
website: www.housingmonth.ca

Remember that our site managers and our Customer 
Service staff are here to help you with the information 
you	need	to	care	for	and	manage	your	home.	On	page	
4	you	can	find	information	about	how	and	when	to	
contact	our	site	managers	with	concerns	or	questions.	
With COVID numbers still high in our province, we have 
decided	that	in-person	customer	service	at	our	office	will	
be	suspended,	most	likely	until	2022.	

You	can	still	contact	us	by	email	or	phone.	Please	
also remember that our staff work very hard to meet 
all our tenants’ needs, everyday, and they care very 
much	about	the	people	they	serve.	We	understand	that	
everyone has challenges and frustrations in their life that 
can	make	us	feel	angry	and	upset.	However,	we	would	
ask that you use respectful and kind language when 
speaking	or	interacting	with	our	staff.

I also want to assure all our tenants of our commitment 
to	safety	and	security	at	our	sites.	We	take	all	incidents	
regarding	tenant	security	very	seriously.	Living	in	a	city	
environment means that we all need to take precautions 
like locking our doors, windows and vehicles to prevent 
theft	and	entry	to	our	homes.	All	of	our	sites	are	monitored	
by Paladin security, and we have after-hours emergency 
numbers	you	can	call	should	you	require	assistance.	This	
information	is	listed	on	page	4	of	this	newsletter.

Finally, I would like to encourage everyone to get 
vaccinated – our Canadian health system is one of the 
best	in	the	world.	Vaccines	approved	in	Canada	are	
rigorously tested before they are approved, and you 
can be sure they are safe and effective, and free! As 
a society, we need to protect our health system and 
those who are vulnerable by making the choice to get 
vaccinated.	It	is	the	only	way	we	will	be	able	to	move	
forward	and	past	this	pandemic.	For	more	COVID-19	
information,	please	see	page	6.	

On behalf of all of us at Civida, I wish you a wonderful 
and	safe	fall.

Until next time, Mark.
Mark Hoosein  
Interim CEO, Civida

PS – I’ve been asked to share this message with all our tenants 
from the Government of Alberta. This correspondence is for 
information only, and no action is required on your part:

Please be advised that the Government of Canada and the 
Government of Alberta are partners in the Canada Community 
Housing Initiative. This initiative is part of the National Housing 
Strategy and provides funding to improve the affordability of 
your housing accommodation. On behalf of the Government of 
Canada and the Government of Alberta, we would like to inform 
you of this funding partnership, which is allowing operators 
such as Civida to provide Albertans with affordable housing 
accommodation, including your unit. For more information on the 
Canada Community Housing Initiative and the National Housing 
Strategy please visit: www.cmhc-schl.gc.ca/en/nhs 



Fall is here! 
 

Fall & winter reminders 
for apartments & 
townhomes
Clean your yard
•		 Mow	grass	and	remove	weeds	to	prevent	mice	
infestation.

•		 Clean	up	pet	droppings	prior	to	snow	fall	and	
maintain	during	the	fall/winter	months.

•		 Properly	store	personal	items	in	your	fenced	 
yard	or	inside	your	unit.

Exterior water taps (townhomes)
•		 Disconnect	garden	hoses	from	the	outside	taps	
and	ensure	that	the	tap	is	turned	off.

Garbage
•		 All	garbage	is	to	be	tied	securely	and	placed	inside	
the	garbage	bins	provided.

Get your heating system ready
•		 Clean	dust	from	air	vent	grills	and	check	that	they	
are	in	the	open	position	for	proper	air	flow.

•		 Check	that	radiant	panels	are	not	blocked	by	
furniture	and/or	personal	belongings.

•		 Ensure	your	furnace	has	a	clean	filter	that	is	
replaced	every	3–4	months.

 
Parking
•		 Tenants	must	have	a	signed	parking	agreement.	

Derelict vehicles, inoperable vehicles and/or 
unlicensed	vehicles	are	not	allowed	on	site.	

Parking lot snow removal
•		 Please	take	care	while	walking	through	parking	
lots	during	the	winter	months.

•		 When	Civida	determines	that	clearing	the	parking	
lots is required, a notice will be issued for tenants 
to	move	their	vehicles.	Move	your	vehicle	as	
quickly	as	possible.	A	vehicle	that	cannot	be	
moved for snow clearing may be towed at  
your	expense.

•		 Tenants	are	responsible	for	clearing	snow	in	 
their	assigned	parking	stall.

Sidewalk maintenance
•		 Civida	takes	care	of	the	snow	and	ice	clearing	 

of common area sidewalks within the site and  
at	the	perimeter	of	the	property.

•		 Tenants	are	responsible	for	keeping	the	sidewalk	
leading from their front door to the common 
sidewalk	clear	of	snow,	ice	and	debris.	

•		 We	also	encourage	tenants	to	clear	their	back	
sidewalks	for	access	and	safety	reasons.	

•		 For	safety,	place	electrical	cords	flat	across	
sidewalks when connected to your vehicle’s engine 
block	heater	and	stored	away	when	not	in	use.

Exterior windows
•		 Close	windows	when	temperatures	are	below	
freezing.	Water	lines	can	freeze	and	burst,	
resulting	in	water	damage.

•		 Remove	anything	in	or	on	windows	that	will	
prevent	them	from	closing	tightly.

•		 Switch	on	bathroom	and	kitchen	exhaust	fans	to	
reduce humidity that causes condensation and ice 
buildup	on	windows.

Note: Cold temperatures can attract people looking for a warm 
place to rest in our building lobbies and main entrances. Please 
do not let people who aren’t tenants into the building. If you see 
someone who isn’t a tenant, call your site manager. 

There are resources in our City for people who need 
shelter	from	the	cold.	If	you	see	someone	in	this	
situation,	you	can	also	call	211.	

For other shelter and urgent needs, please see the 
resource	section	at	the	end	this	newsletter.

If you have questions or concerns about any of our 
tenant	policies,	please	contact	us	at	780.420.6161	 
or	help@civida.ca.

For a full list of resources for your home,  
please visit our website:  
civida.ca/tenants/care-for-your-home/
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At Civida, your 
safety and security 
is important

For emergencies such as fire, medical 
emergencies, crimes in progress 
or safety concerns, please call 
emergency responders at 911.

If you experience a problem aftEr 
business hours, call 780.420.6161.  
You will be redirected to the Paladin  
security	line.	They	will	help	figure	out	 
if it is necessary to send a contractor or 
security	staff.	If	it	is	not	an	emergency,	 
you will be advised to contact your  
Site	Manager	the	next	business	day.

Please report antisocial behaviours such as 
theft or vandalism immediately, by calling  
780.420.6161.	
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WHEN DO I CALL  
My Site Manager? 

Your	Site	Manager	is	your	first	point	of	
contact to report any repairs required at 
your	home.	Their	phone	number	is	provided	
in	your	move-in	package.	For	any	non-
emergency questions, you can also email  
us	at	maintenance@civida.ca

Monday	–	Friday	from	8:30	a.m.	to	6	p.m.

WHEN DO I CALL  
The Civida Maintenance Line?

780.420.6161	ext	2
•		For	emergencies	during	office	hours	and	
you	can’t	get	ahold	of	your	Site	Manager.

•		For	complaints	and	requests	for	
modifications	in	unit.

WHEN DO I CALL  
The After Hours  
Emergency Line?
780.420.6161	
•		For	maintenance	emergencies	after	office	
hours,	weekends	and	holidays.	

•		Fire,	flood	or	anything	that	cannot	wait	
until	the	next	business	day.

Please refer to your Lease Agreement for detailed 
tenant’s responsibility for home maintenance or visit 
civida.ca/tenants/care-for-your-home/

Civida Maintenance help & emergencies
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Meet Jeybelle Ortega, Maintenance Clerk
Jeybelle	joined	Civida	in	May	2018.	As	a	
Maintenance Clerk, Jeybelle’s work includes day-
to-day maintenance and in-person interaction 
with	tenants	in	their	homes,	ensuring	fire,	
safety	and	health	standards	are	met.

Did You Know? Our customer service staff were very busy from 
July	to	September	this	year.	Check	out	our	latest	quarterly	statistics.

Statistic July 2021 August 2021 September 2021

Calls taken 4,469 4,606 4,387

Email inquiries 1,	291 1,313 1,207

Families placed 45 39 39

Applications received 365 389 359

Civida Employee Profile

“I worked in property management for over 15 years 
in Yellowknife and Edmonton, but there came a point 
where	I	was	looking	for	more,”	explains	Jeybelle.	“I	
wanted	to	feel	fulfilled	and	like	I	was	helping	people,	
and not only focus on the bottom line and vacancy 
rates.	That’s	how	I	came	to	work	in	social	housing.”

“Eighty per cent of my job is administrative,” Jeybelle 
explains.	“I	take	care	of	work	orders	and	purchase	
orders	when	we	need	to	request	work	from	contractors.	
We place orders for maintenance-related supplies, such 
as appliances, move-in supplies, maintenance supplies 
for Site Managers, laundry cards and other related items 
we	need	in	our	properties.”

Jeybelle also spends time on site, conducting suite 
inspections.	If	someone	notices	issues	related	to	
cleanliness,	pests	or	significant	damage	in	a	particular	
suite,	they	report	it	to	the	Maintenance	team.

“I go in, take photos and work through an inspection 
checklist, where I note the condition of the entire suite, 
including	the	basement	and	exterior.	I	provide	a	copy	
to	the	tenant	before	I	leave,”	she	says.	“When	I	return	

to	the	office,	I	write	a	letter	to	the	tenant,	explaining	
the report and giving them two weeks to comply 
with	our	findings.	Then,	in	two	weeks,	I’ll	reinspect	
the	suite.”	If,	after	a	total	of	three	re-inspections,	the	
customer	hasn’t	complied,	only	then	would	the	file	be	
sent	to	the	Compliance	team	for	legal	action.	“Our	
end	goal	is	not	to	evict	the	tenant,”	says	Jeybelle.	“We	
always want to work with them, to help them improve 
their	living	situation.”

Jaybelle also helps manage the maintenance phone 
line.	Customers	call	to	request	a	repair,	submit	a	
complaint,	or	appeal	a	charge.

“Being part of the team that helps maintain safe 
housing for our tenants and helps get units ready 
for new families to move in to call their home, is very 
fulfilling	for	me,”	says	Jeybelle.	“Our	work	is	vital	in	
meeting the housing needs in Edmonton and what 
we do every day will help sustain the future needs for 
affordable	homes	for	many	years	to	come.	We	are	
helping	thousands	of	families	and	we	aim	to	help	more.”



6

C
ivida TEN

A
N

T N
EW

SLETTER
 Fall 2021

Now Leasing at 
Londonderry!
We’re now accepting applications to 
lease at our brand-new Londonderry 
location. This beautiful complex has 
a mix of market, near-market and 
subsidized housing available. 

Located at 14540 – 72 Street, Edmonton, the 240 
units range from one- to four-bedroom apartments 
and	three-	to	five-	bedroom	townhomes.	We’re	
expecting	to	move	in	tenants	in	early	2022.	

For rental prices, virtual tours, eligibility 
requirements, and to apply, please visit: 
civida.ca/londonderry

Please	send	questions	to:	rentals@civida.ca

Pay your rent with  
pre-authorized debit.
Easy, convenient, automatic!
With pre-authorized debit, Civida automatically 
withdraws your rent from your bank account on 
the	first	day	of	the	month.

Using this free service means you don’t have to:
•	Remember	to	pay	your	rent	on	time.
•	Print	and	mail	cheques.
•	Visit	the	Civida	office	to	pay	your	rent.

Is this option right for you?
Pre-authorized debit is best for  
tenants whose monthly income and  
rent	don’t	change	very	much.	 
To sign up and learn more, visit:  
civida.ca/pad

You can help 
prevent the  
spread of COVID-19 
in Alberta. Prevention 
starts with awareness.

•	 GET VACCINATED

•	 Wear a mask

•	 Practice physical distancing

•	 Self-isolate if you’re feeling sick

•	 Wash your hands frequently

•	 Cover coughs and sneezes

•	 Follow all Public Health guidelines 
for work, social gatherings & travel

For more information, visit:  
alberta.ca/covid19



Introducing 
Our 2021 
Stars Awards 
Recipients
Every year, the Stars awards recognize  
the academic excellence and positive 
impact	of	youth	in	our	communities.	 
Stars Award recipients are in Grades 
10,	11	or	12	and	live	with	Civida.	In	
September, we announced our 2021  
recipients, granting 41 awards to 33  
Edmonton high school students for  
a	total	of	$12,250.		

This year’s recipients have shown resilience 
and	commitment	during	challenging	times.	
Congratulations to the 2021 Stars Award 
recipients! We wish you all the best in your  
new	adventures.	

To see all our recipients, and for more  
information about the Stars Awards,  
please visit: civida.ca/stars

Academic Excellence Awards

Academic Improvement Awards 
Recognizing students who have worked to  
improve their grades

Adam Khayat, Alina Shahid, Sajjal Bano

Community Impact Awards  
Recognizing commitment to the community

Alain Humura, Maryam Al Augaidi, Sama Al-Hayani

Scholarships
Recognizing the highest grade 12 GPA

Alain Humura, Aya Et-tadely

Alain Humura
Aya Et-tadely
Adam Khayat
Alina Shahid
Aliza Siddiqui
Areeba Siddiqui
Ayesha Zeb Azam
Hedil Elmabrouk
Huthayfah Al Augaidi
Ibrahim Mohamed
Karol Escobar
Laila Al Robiay
Lily Amaniampong
Lovelee Bravo
Maryam Al Augaidi
Melody Crewe
Mohammed Al Robiay

Mouad Et-tadely
Muhammad Haris
Nikita Islam
Robin Hou
Rokaia Al-Hayani
Sagir Khawaja
Sajjal Bano
Salma Hankaoui
Sama Al-Hayani
Suraya Said
Taha Abukhashim
Tasmia Shahid
Yamen Khatib
Yasmeen Jalil
Yumna Saleem
Zoya Mahmood
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Dial 211 & press 3 – This will connect you with 
24/7 crisis diversion and should be used when non-
emergency support is needed for people in distress such 
as	with	mental	health	issues,	shelter	and	intoxication.

addiction Services Helpline	–	1	(866)	332.2322 
Help for problems with gambling, alcohol, tobacco, 
and	other	drugs.

Bullying Helpline	–	1	(888)	456.2323	 
Advice or support on bullying (bullyfreealberta.ca).

Child abuse Hotline –	1	(800)	387.5437 
Hotline	to	report	child	neglect	or	abuse.

family Violence Info Line –	310.1818 
Provides information, advice, and support  
related	to	family	violence.	

Health Link – 811 
Health	advice	from	a	registered	nurse.

Income Support Contact Centre	–	1	(866)	644.5135 
Financial help for Albertans who do not have the 
resources	to	meet	their	basic	needs.	

Kids Help Phone	–	1	(800)	668.6868 
24/7 service offering professional counselling, 
information and referrals and support to young 
people.

Mental Health Helpline	–	1	(877)	303.2642	 
Offers help for mental health concerns for  
Albertans.

Civida Customer Service 
8:30 am to 4 pm, Monday to Friday: 
help@civida.ca	or	call	780.420.6161	

Get social with us! 
Get social with us! Want	to	be	the	first	to	know	
about news, programs and services offered by 
us? Follow  us on Twitter, Instagram, LinkedIn,  
&	Facebook	for	the	latest	news	and	events. 
www.civida.ca

@Civida_CA

@CividaCA 

Civida

@Civida_CA

Resources  
for tenants
Grocery & Food Resources  
Affordable meal and grocery options are available 
for families and individuals in Edmonton:

2-1-1 can connect you to free meals in your 
community.	Visit:	ab.211.ca		or	call:	2-1-1.

C5 North East Hub’s Pantry Program 
provides	fresh	foods	every	two	weeks.	Visit:	
edmontonnortheasthub.com

WeCan Food Basket Society provides affordable 
food	baskets.	Visit:	wecanfood.com

24/7 Crisis & Support Lines: 
If you or someone you know is experiencing 
distress or is in crisis, please contact one of 
the	following	numbers,	or	call	911	if	you	are	in	
immediate	danger.	Available	24/7.

Christmas Bureau
If you are struggling to celebrate the holiday  
season, the Christmas Bureau can help you  
with	food,	toys	and	gift	baskets.	Just	fill	out	 
the application form on their website, here:  
christmasbureau.ca/need-help/

Edmonton YMCAs
Serving the capital region for over 100 years, offering 
YMCA Child Care, community programs and events, 
family and parent resource network, housing support, 
and	health	and	wellness	programs	and	services.	Visit	one	
of	five	Health	&	Wellness	Centres	or	the	Bill	Rees	YMCA	
or connect with them virtually: northernalberta.ymca.ca/
YMCA-Locations/Edmonton-Region


