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Message from the CEO
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Greetings. Our staff
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have been reaching out to
tenants and partners to learn
how we can better help you
succeed as a tenant and as a
person. You deserve to have
a good experience with us.
As we continue to move out of
COVID-19 restrictions, we want
to make sure we engage with you
face-to-face as much and as safely
as possible. Nothing replaces that
in-person experience!
Our staff have been door knocking, attending
BBQs and participating in Community CleanUp days, just to name a few events. We also
continue to attend community events with other
partners like the Edmonton Public Library, the
Edmonton Police Service and City of Edmonton.
The in-person events we have attended have
been a great learning experience for us and a real
joy to participate in. We enjoy meeting tenants
and hearing their stories. We also get to hear
tenants’ suggestions regarding opportunities for
improvements as well as the things we are doing
well as a landlord. We can always improve how we
deliver programs and services to you and that is
what makes this feedback so valuable.
To help us improve our customer service, we
created a Customer Experience and Community
Partnerships group focusing solely on helping
improve tenants’ experience and getting partners in
the community to help us do that. We look forward
to opportunities to continue to engage you, act on
your feedback and set how we can best support
all tenants. We will also continue to work towards
being more visible in your community.

In early August, we completed a tenant
satisfaction survey by phone, our first satisfaction
survey in more than six years. The results of this
survey will tell us how we are doing in a number
of areas including safety, maintenance, customer
experience and more. If you participated, we thank
you for providing this valuable feedback about our
organization. We take this feedback very seriously.
On page 5, you can read about the results of our
2021 tenant well-being survey, a separate survey
that tells us how you are doing.

On behalf of all of us at Civida,
I look forward to serving you
and meeting you in person at an
upcoming event in your community!

Until next time, Gord.
Gord Johnston, CEO
Civida

Is this option right for you?
With pre-authorized debit,
Civida automatically withdraws Pre-authorized debit is best for tenants
whose monthly income and rent don’t
your rent from your bank
change very much.
account on the first day of
To sign up and learn more,
visit: civida.ca/pad
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.

Why should you have
Tenant Insurance?
Many renters assume that their
landlord’s insurance policy will
protect them in case of a flood
or fire. It doesn’t!
In the case of fire, flood, or personal injury to
visitors on your property, you are responsible:
• For the replacement of your belongings
• For paying temporary housing costs
• For damages you cause to your building
• If someone sues you for injury
Civida is pleased to partner with ZipSure Insurance
Brokers who can provide tenant insurance at
preferential rates for Civida tenants.

Find out more at civida.ca/TenantInsurance

Kitchen
Fires

Floods

Frozen
Pipes

Slips &
Trips
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Pay your rent with pre-authorized debit.
Easy, convenient, automatic!
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2021 Civida

well-being survey
results are in!
Thanks to the more than 200 tenants
who filled out our online Tenant
Well-Being survey. We appreciate
you taking the time to help us better
understand your well-being.
Civida is continuing to engage in more inclusive
and holistic measures to assess customers’ needs
and successes. In May 2017, the organization
conducted its first well-being survey for tenants,
and since then, the well-being surveys has been
conducted every two years. The results from these
surveys help us to build our business plan priorities
and programs, as well as policies and supports for
tenants.
While this survey was not specifically focused on
the impacts of the COVID-19 pandemic the survey
took place during the pandemic, and the results
demonstrate the pressures and concerns that were
introduced or made worse by the pandemic.

Near market rental
suites available!
Interested in renting a home for
10–20 per cent below market rates?
We have immediate openings in
some of our near market homes,
so now is a great time to apply!
Our current availabilities include apartments or
townhouses at Parkdale ONE, McDougall, Matheson,
NCS Housing, Inglewood, Stony Plain Manor, Stadium
Manor, Flagstaff and Central Village. Maximum
income level qualifications apply.

Did you know?
• 44 per cent of survey respondents rated their life
satisfaction 7 or higher out of 10.
• The average household size of Civida tenants is
2.7, the same reported number as in 2019.
• 21 per cent of respondents identified as First
Nations, Metis, or Inuk.
• Access to green spaces and to libraries in the
neighbourhood were the amenities with the
highest satisfaction rate.
You can read the full report and summary
infographic report at: civida.ca/about/reportsand-publications/.
The next well-being survey will take place in 2023.

Learn about our near market program:
civida.ca/tenants/living-in-near-market-housing/
View specific suite availability:
4rent.ca/property-management/civida/872
Check your eligibility and inquire by emailing
rentals@civida.ca or calling 780.702.4545.

Over the past few months, we’ve hosted events in
your community. Here is a snapshot of a few of those
events from posts on our social media platforms.
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In your community!
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Civida Employee Profile
Meet Suzette P., Housing Clerk
After raising her three kids, Suzette P. decided it
was time to get back into the workforce. Having
previously worked for the government of Canada,
she knew the social services sector was where she
wanted to focus her efforts. In 2017, she landed a
new job with Civida as a Housing Clerk, a role which
suited her skill set she developed through other jobs.
“I worked for many years with the federal
government in the Employment Insurance (EI)
department,” says Suzette. “My office was colocated with Social Assistance. I dealt with all
client EI concerns, employment barriers and any
crossover issues with Social Assistance.”
Her current role as a Housing Clerk allows her to
work very closely with tenants helping them deal
with any barriers that have to renting a new home.
“This is a very challenging and rewarding position
as many of our tenants have quite high needs and
refer to their Housing Clerk as their “worker” who
will address all of their needs,” she says. “Each
interaction is completely different and requires the
ability to switch hats on a dime.”

Suzette’s day is very busy ensuring that tenants
submit the information required to complete
their Annual Income Review, issuing notices to
vacate for non-payment of rent or not submitting
Annual Income Reviews. She also spends a lot of
time speaking with tenants and their government
workers regularly regarding any concern and
working closely with other departments within
Civida on issues as they arise from tenants.
Suzette’s best advice for tenants who call or email
any member of Civida’s Customer Relations team is
to have their T-code ready and be able fully explain
their concerns then we can better direct their call
quickly and assist them better with their concerns.
When she’s not working, Suzette enjoys walking,
swimming, gardening, reading, and spending time
with family and friends.

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

April 2022

May 2022

June 2022

Calls taken by our call centre,
excluding maintenance and
direct line calls

4,001

4,634

3,564

Email inquiries responded
to by staff

1625

1,498

1,777

47

56

67

461

476

430

Families received a housing
placement in community
housing, near-market housing
or mixed income housing
New applications received

Getting help just got easier
Use this system to schedule a meeting time with our Customer Relations
team at your convenience. You must book an in-person appointment online
or by phone (780.420.6161) before coming down to our office downtown for
your meeting time.

Please be Patient
Our Civida teams are here to help
and support you while providing
you the best service possible,
whether by phone, by email or in
your neighbourhood. Please treat
our people with respect. Abusive
behaviour towards our staff in any
way will not be tolerated.
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We continue to use our appointment
booking system for customers.
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Tips on contractors doing
work in your home
• You will always receive an official written notification
from Civida about any need to enter your home to
do work. These are either posted to your door or left
in your mailbox.
• If you did not receive prior written notification, do
not let anyone you don’t know into your home.
• To confirm any work to be done in your home by a
Civida contractor, you can call your site manager at
780.851.0439 from 8:30 a.m. – 6 p.m.
• If you cannot get a hold of the site manager, you
can call Civida at 780.420.6161 (Extension 2) from
8:30 a.m. – 4:00 p.m.
• After hours, (6 p.m. and 8:30 a.m.), you can call
780.420.6161 and your call will be directed to our
security provider, Paladin Security.

SUMMER Maintenance Tips
Townhomes

Apartments

• Change furnace filter

• Test smoke detector and carbon monoxide detector

• Test smoke detector and carbon monoxide detector

• Check all plug-ins for damage and report to site
manager

Interior maintenance:

• Check all plug-ins for damage and report any
issues to your site manager
• Clean bathroom exhaust and fan cover. Make
sure there is air flow
• Check your dryer vents and hoses for lint build up

Interior maintenance:

• Clean the bathroom exhaust fan cover and
make sure there is air flow
• Check faucets and under the sinks for leaks or
drips and report any issues to site managers

• Check the filter on your range hood fan

• Check the filter on your range hood fan

• Check that exhaust duct from laundry dryer is
properly connected to the outside

Exterior maintenance:

> Ensure lint filter on your laundry dryer is
cleaned regularly
• Make sure that your basement is clean and
clear, with no items on the floor
> Keep items off the basement floor to protect
them from sewer backup or flooding

Exterior maintenance:
• Rake and mow your backyard. Long grass
attracts pests
• Remove any items stacked against your house
or close to your back door/basement window –
this attracts pests
• Only outside furniture is allowed in your yard.
Remove any couches, chairs or appliances
• Make sure not to hang any carpets/clothes on
the fences. This causes the wood to rot.

• Keep your patio / balcony clean. Only outside
furniture is allowed on your patio/balcony
• Don’t hang clothes or carpets over the railings
• Keep garbage out of your patio/balcony as this
creates bad odour and attracts pests

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.

@Civida_CA
@CividaCA

• Report any broken fence boards/gates to your
site manager

Civida

• Clean outside planter by removing weeds and
long grass

@Civida_CA

• Keep garbage out of your yard as this creates
bad adour and attracts pests

