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County of Wellington 
Wellington and Guelph Housing Services 

DIRECTIVE 
 

 

Effective Date:  March 25, 2010     Directive Number: 2010-01 
 
This directive applies to housing providers funded under the following social housing programs: 
 
Please note if your program is not checked, this communication is not applicable to your 
project(s). 
 
 

Provincially Reformed Non-Profit Housing Programs (MNP, PNP & OCHAP) 
 

 Provincially Reformed Co-operative Housing Programs (Co-ops) 
 

Municipal Non-Profit Housing Program (Section 56.1 Pre-1986) 
 
 Wellington and Guelph Housing Services (LHC) 
  

Federal Non-Profit Housing Program (Section 95 Pre-1986)  
 

 
SUBJECT: Centralized Waiting List – Applicant Selection and Housing Provider 
Reporting Process 
 
LEGISLATED REFERENCE:  The Social Housing Reform Act, 2000, and its O. Regulations 
 
BACKGROUND:  The Social Housing Reform Act, 2000 (SHRA) allows the Service Manager to 
create local rules in its service area. The SHRA stipulates that failure to offer a vacant rent-
geared-to-income (RGI) unit to the first household on the CWL is equivalent to a refusal to offer 
and places the housing provider in non-compliance with legislation.  However, the SHRA is 
silent on several aspects of the offer and refusal process. 
 
DIRECTION:  Effective immediately, Social Housing Providers in Wellington County & Guelph 
are to follow the Centralized Waiting List - Applicant Selection and Housing Provider Reporting 
Process (local rules) as outlined in this directive when filling an RGI vacancy. This directive 
repeals and replaces the following directives:2005-07 Applicant Selection Process 

2007-07 Housing Provider Reporting Process 
 
When a housing provider becomes aware of an RGI vacancy, the housing provider must first 
refer to its internal transfer list to fill the unit with the next eligible Special Priority* (SP) or, if 
there is not an SP on the internal transfer list, an Overhoused tenant/member. If there are no 
suitable transfers on its internal list, the housing provider must fill the RGI unit from the 
Centralized Waiting List (CWL) and in accordance with the protocol outlined in this directive.  
*It is a requirement that SP eligibility status can only be determined by the Service Manager.   
  
All communications and reports required by this directive will be directed to the Applicant 
Services Clerk. Contact information is provided in Section B-9 of this directive. 
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Part A – Offering a Unit 
 
1. Review Centralized Waiting List (CWL)  
 

 The housing provider can either run its current waiting list for the specified unit from Yardi or 
contact Applicant Services to get an updated list. The housing provider must contact the 
first applicant on the list.  

 
Additional Options for Housing Providers 

 Housing providers may consider a marketing orientation for CWL and market rent 
applicants, inviting them to visit the site to view a unit in anticipation of a future move-in.  

 Housing co-operatives should hold regular membership meetings to ensure that the top 
ranked households on the CWL are pre-processed for membership and eligible for 
offer.  
 

 2. On Offer 
 

The housing provider must contact the first applicant household on its waiting list. Every 
attempt to contact the first household must be made, using all forms of contact (telephone, 
email, mail) provided by the applicant on the application. If the household is a Special 
Priority (SP) and direct contact cannot be made, the provider must contact Applicant 
Services for assistance in locating the household.   

 
On Offer occurs in one of the following ways: 

 speaking to the applicant or the co-applicant in person, inviting the household to view 
the unit, or  

 if unable to make direct contact, sending an Offer of Accommodation letter, allowing the 
household 7 days to respond. (letter template attached and available electronically) 

 
Once an offer contact has been made, the housing provider must put the household "On 
Offer" in Yardi. Housing providers without Yardi access must update the applicant’s status 
with Applicant Services. 
 
The housing provider will print or take an electronic copy of the page of the CWL, indicating 
the placement of the household at the time of offer. This page will be submitted to Applicant 
Services once a decision has been made about the offer. 

 
3. Offer Process 
 

The applicant and/or the co-applicant should be invited to view the unit and may be required 
to provide a prior landlord history, verification of income and asset documentation and/or 
personal contact information within a designated period of time (i.e. 48 hours). 
 
The CWL always determines eligibility for category and bedroom size. Special Priority (SP) 
status and bedroom size impacted by custody arrangements are determined by document 
submissions to the Service Manager and cannot be revoked or changed by the housing 
provider. The housing provider will not discuss CWL eligibility with applicants and will 
contact Applicant Services if they become aware of any new information that may impact 
eligibility. 
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For housing co-operatives, if the first household on the waiting list has not been approved 
for membership in the co-operative, there should be a mechanism in place to enable a 
household to attend a membership interview within 24 to 48 hours of the notice to vacate.  

 
Part B Outcome of Offer and Mandatory Reporting 
 
The housing provider has confirmed the decision of the applicant household and must update 
the CWL regarding the status of the offer. The possible outcomes of the offer and the next steps 
to be taken by the housing provider are as follows: 
 
1. Housed 

 
Once the applicant accepts the unit, housing providers with Yardi access must change the 
status from “On Offer” to “Housed”. The housing provider will then provide to Applicant 
Services by fax or email: 

 a copy of the print screen of the current CWL page used to contact the applicant; and 

 a Move-In Reporting Form (template attached and available electronically) 
 

2. Refusal 
 

The applicant refuses the unit by: 

 refusing the unit offer outright, or 

 following verbal contact by the housing provider, failing to respond to the offer or failing 
to attend an appointment within a prior stated reasonable period of time (i.e. 48 hours), 
or   

 failing to respond to the written offer within 7 days of mailing. 
 
When an offer letter has been returned as address unknown, fax/email a copy of the letter 
and envelope, with the returned stamp, to Applicant Services.  
 
Once an applicant refuses the offer, the housing provider must: 
(i) document the refusal; and 
(ii) decide whether this refusal should count as one of the three refusals allowed (see #4 

below - additional instruction below); and  
(iii) fax/email a CWL print screen/list to the Applicant Services showing placement of the 

applicant on the CWL and indicating the number of refusals for the applicant.  Also 
attached should be a copy of the offer letter, if sent, and written confirmation that the 
household has declined the unit.   

  
The status of the applicant on Yardi must be changed from “On Offer” to “Refusal”, 
stating the reason and memo providing the details of the refusal.  Please note that 
applicants “On Offer” cannot be offered units by other housing providers, so it is important 
that this status be removed promptly. 

 
The Yardi system will automatically increment refusals for each applicant.  If the housing 
provider does not want the refusal to be incremented, the system provides this option. (See 
below for additional instruction – Counting Refusals) 

 
The housing provider may then move to the next name on its waiting list. 
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3. Counting Refusals 
 

If an applicant refuses to accept an offer from a housing provider, the provider must decide 
whether this refusal counts toward the maximum three (3) refusals allowed under the SHRA. 
 
The refusal is to be counted if: 

 the unit is the correct size for the household (except a bachelor unit), and is located in 
an area the applicant prefers 

 
The refusal is not counted if: 

 the household is in temporary housing while one or more members of the household 
are receiving treatment or counselling, or 

 the household is in need of emergency shelter, or 

 the offer is for a bachelor unit and the household consists of two spouses or same-sex 
partners, or 

 a household refuses a second offer by the same housing provider for a similar unit that 
was refused prior*, or  

 there are extenuating circumstances existing at the time of offer to the applicant that 
resulted in a refusal*. 

* local rules 
 
All refusals must be recorded in Yardi, or reported to Applicant Services for housing 
providers without internet, whether or not the refusals are incremented. If the refusal is not 
incremented, the housing provider will check the “Do Not Increment Refusal” on the 
Refusal drop-down menu. 

 
4. Incrementing Refusals and Notices to Applicant Households 

 
The housing provider will notify Applicant Services when an applicant has made a second 
refusal. After two refusals by an applicant, Applicant Services will send a letter advising the 
household of the consequences of a third refusal. 
 
After three refusals by an applicant, Applicant Services will send a letter advising the 
applicant household that its application has been cancelled. This letter will inform the 
household that they may request an Internal Review. The Service Manager will conduct the 
Internal Review. 
 

5. Refusal by Housing Provider – Reasons for Refusal 
 

The SHRA cites reasons that the applicant may not be housed. Housing providers may 
refuse to house an applicant, but only in the following circumstances: 

 Based on a household’s rental history, the provider believes that the household may fail 
to pay its rent/housing charge.  The provider cannot refuse to house based on poor 
credit history or on the household’s history of tenancy, such as behaviour. 

 Where individuals are required to share accommodation, the housing provider has 
reason to believe that the individuals may not be compatible due to such things as 
medical conditions or mental health issues. 
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Other reasons for refusal by the housing provider apply to specific housing providers:  

 A co-operative housing provider has reasonable grounds to believe that the household 
is not willing to accept its responsibilities as a member of the co-operative. A bad credit 
rating cannot be included in this category.  

 In the case of special needs housing, it is the view of the provider that the level of 
services available are not appropriate for the needs of the household; either the 
services are inadequate or there are more services available than required.  
 

The following reasons for refusal are determined by Applicant Services. If the housing 
provider has new information, this must be reported to Applicant Services and not disputed 
with the applicant. 

 The household does not fit the provider’s mandate (i.e. seniors, disabled, etc.), or 

 There are reasonable grounds to believe that a unit is not suitable for a household due 
to the size of the unit relative to the number of people in a household and the gender 
and ages of household members. 
 

6. Refusal to House by Housing Provider – Process 
 

Once the housing provider has refused to offer a unit to the applicant, the housing provider 
must: 
(i) fax/email to Applicant Services the current CWL page showing the applicant’s status on 

the list; and 
(ii) fax/email to the Applicant Services a copy of the letter to the applicant stating the 

reason(s) for the refusal to offer. The letter must advise the household of its right to an 
Internal Review of the decision and outline the process to request the Internal Review 
(template attached and available electronically); and  

(iii) under “Refusal”, select “HP – Refused” and add a memo in Yardi providing details 
related to the refusal (for Yardi users)   
 

If the housing provider has refused to offer a unit to a Special Priority (SP) household, the 
housing provider must:  
(i) notify Applicant Services immediately; and  
(ii) prepare the letter according to the steps above and fax/email it to Applicant Services, 

who will ensure that the notice is delivered to the Special Priority applicant on behalf of 
the provider. This is to ensure the safety of the applicant. 

 
Note: The Internal Review process for Special Priority households has shortened time 

frames. Providers are to contact their Housing Advisor for assistance if they have any 
doubts regarding the process.  
 

Refusing to offer a unit to an applicant does not mean the unit must be held vacant until the 
Internal Review has been conducted. Once the provider has complied with steps 1 and 2, 
the provider may move to the next household on its list as long as the refused applicant 
remains on the provider’s waiting list.  The provider may decide to offer a subsequent 
vacancy to that applicant in the future.  

 
Written records of decisions, including the notice to the household and the information used 
in making the decision, must be maintained for at least 7 years after the day the notice was 
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given to the household. These records must be available for the Service Manager to review 
at any time during this period.  

 
7.  Removing an Applicant from the Waiting List 

 

The SHRA does not allow the household to be removed from the CWL because the provider 
refuses to house the household. However, once notified of the refusal, Applicant Services 
will send an update to the applicant to give the household the opportunity to remove their 
application from that provider’s waiting list.  
 

8. Quarterly Follow-Up to the Service Manager 
 
 The housing provider will submit its full tenant list, to include tenant names and unit 

numbers, on a quarterly basis: March 31, June 30, September 30 and December 31. 
 
9. Communication and Report Submissions related to this Directive 
 
 All submissions, contacts and reports will be directed to the Applicant Services Clerk.  
 Phone:  519-837-5492, ext. 4060 
 Fax: 519- 837-6349  
 Email: samanthaw@wellington.ca  
  
 If the Applicant Services Clerk is not available, the Housing Advisors will serve as back-up 

for the purposes of this directive. 
 
 
 
 
 
Heather Burke 
Director  of Housing 
 
Appendices: Schedule A – Protocol for Filling RGI Vacant Units (flow chart) 
  Schedule B – Protocol for Offering an RGI Unit (flow chart) 
  Offer of Accommodation letter (sample) 
  Move-In Reporting Form (sample) 
  Notice of Refusal to Offer letter (sample)  


