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County of Wellington 
Social Services Department – Housing Services 

DIRECTIVE 

Directive Number: 2017- 01 
Effective Date: July 01, 2017 

This directive has been developed by the County of Wellington in its role as Consolidated 
Municipal Service Manager (CMSM) and applies to housing providers funded under the 
following social housing programs: 

Provincially Reformed Non-Profit Housing Programmes (MNP, LHC, PNP & 
OCHAP) 6(A) 
 
Provincially Reformed Co-operative Housing Programmes (Co-ops) 6(B) 
 
Municipal Non-Profit Housing Programme (Section 56.1 Pre-1986) 6(C) 
 
Public Housing Programme – County of Wellington 1(A) 
  
Federal Non-Profit Housing Programme (Section 95 Pre-1986) 5 

Subject:  Centralized Waiting List – Applicant Selection and Housing Provider 
Reporting  

Legislative Reference:  Housing Services Act, 2011 (HSA) O.Reg. 367/11 S.47, 49 

Directive Reference:  Directive 2013-05 “Refusal by a Housing Provider” 
    Directive 2013-07 “Refusal of Offers” 
    Directive 2014-04 “Local Priority” 

This directive replaces and repeals Directive 2010-01 Centralized Waiting List – “Applicant 
Selection and Housing Provider Reporting Process”. 

Background  

HSA O.Reg. 367/11, Sched. 1, S. 47 requires the Service Manager to have a system for 
selecting households from those waiting for rent-geared-to-income (RGI) assistance. This 
directive sets out the local system for housing providers.  The HSA, Sched. 1, S.49 requires 
housing providers to use the system set out by the Service Manager. 

Direction  

A housing provider will fill a vacant unit in accordance with its target unless the unit is a modified 
unit. Exceptions must be approved in advance by the Housing Programme Advisor. 

When filling an RGI vacancy internally, the housing provider may first refer to its internal transfer 
list to fill the vacancy. First priority must be given to Special Priority* (SP) residents and 
overhoused residents, should any exist on the internal transfer list. Please refer to Directive 
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2014-04 Local Priority. If the housing provider does not have an internal transfer policy or there 
are no suitable transfers on the 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. 

When filling an RGI vacancy from the CWL, the housing provider must first offer the vacant unit 
to applicants holding SP status. If there are no SP applicants on the property list, the housing 
provider is directed to offer the unit to applicants holding the Urgent Priority category type of 
“Local Priority” on the CWL. If multiple SP and Local Priority applicants exist, housing providers 
are directed to offer units at the top of the property list and proceed by ascending record 
number. Once first priority has been given to SP and Local Priority applicants, housing providers 
are to proceed with offers to the applicants on the chronological CWL and in accordance with 
the protocol outlined in this directive.  

*Special Priority (SP) status, Local Priority and occupancy standards are determined by the 
Service Manager and cannot be revoked or changed by the housing provider.  

   

Part A – Offering a Unit from the CWL 

1. Review Centralized Waiting List (CWL)  
 The housing provider must offer a vacant RGI unit to the first applicant on its CWL list in 
Yardi. For assistance with the CWL, please contact Applicant Services. 

2. Put an Applicant “On Offer” 
Every attempt to contact the first household on the CWL must be made, using all forms of 
contact (telephone, email, mail) provided by the applicant on the application. When 
contacting applicants on the CWL, every precaution is to be taken by housing providers 
to protect the applicant’s privacy. 

“On Offer” occurs in one of the following ways: 

• speaking to the applicant or the co-applicant in person, 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 contact has been made or an offer letter sent, the housing provider must put the 
household "On Offer" in Yardi. Housing providers without Yardi access must update the 
applicant’s status with their Housing Programme Advisor. 

*Safety Protocol for Special Priority (SP) Applicants  
If direct contact cannot be made with a SP designated applicant, the provider must contact 
Applicant Services for assistance in locating the household. For safety purposes, no letters 
are to be sent to SP designated applicants.    
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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. The CMSM may request 
documentation showing the placement of the applicant on the waiting list at the time of 
offer and/or a copy of the offer letter, if any. These should be retained on file with the 
housing provider.  

3. Offer Process 
The applicant and/or the co-applicant should be invited to view the unit and may be 
required to provide prior landlord history, verification of income and asset documentation 
and/or personal contact information within a designated period of time. The housing 
provider will not discuss CWL eligibility with applicants and will contact Applicant Services 
of any new information that may impact eligibility. 

For housing co-operatives, there must be a mechanism in place to enable a household to 
obtain membership approval within a reasonable period of time. Housing co-operatives 
conducting membership interviews must have a policy in place clearly defining 
membership criteria.  

Part B - Outcome of Offer and Mandatory Reporting 

Once the housing provider has confirmed the decision of the applicant household, the CWL 
must be updated with the status of that offer. The possible outcomes of the offer and the next 
steps to be taken by the housing provider are as follows: 

1. Housed 
Once an applicant accepts the unit, the housing provider must change the status in Yardi from 
“On Offer” to “Housed”. To ensure consistency in reporting, this change must be completed 
as close to the move in date as possible with a maximum of 2 weeks prior to move in.  

2. Applicant Refusals 
2.1 Forms of Applicant Refusals 
The applicant refuses the unit by: 
• verbally refusing the unit offer outright; or 
• following verbal contact, failing to respond the housing provider’s offer or failing to 

attend an appointment within a prior stated reasonable period of time; 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 the Housing Programme Advisor.  

Once an applicant refuses an offer, the housing provider must: 
• document the refusal; and 
• decide whether this refusal should count as one of the three refusals allowed (see 2.2 

below) 
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The CMSM may request documentation showing the placement of any refusal at the time 
of offer and/or a copy of the offer letter, if any. These should be retained on file with the 
housing provider. A copy of all refusal information should be submitted to the Housing 
Programme Advisor within 48 hours of processing the refusal.  

The applicant status in Yardi must be changed from “On Offer” to “Refused”, noting the 
reason and a 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 housing provider may then move to the next name on 
its waiting list on the CWL.  

If the housing provider has already received a recent applicant refusal for a similar unit 
and their name remains on the CWL property list, the applicant may be skipped. Housing 
providers must review memos in Yardi and document their reasoning before skipping an 
applicant. The CMSM may request documentation justifying skipping an applicant. This 
should be retained on file with the housing provider.  

If the applicant is no longer interested in housing at the housing provider’s location, or is 
no longer interested in maintaining their name/status on the CWL, housing providers 
must inform Applicant Services and refer the applicant to Applicant Services.  

2.2 Counting Refusals 
The CMSM has established a local rule that an applicant is removed from the CWL after 
3 refusals.  The Yardi system will automatically increment refusals for each applicant.  If a 
refusal is not to be incremented, the system provides this option.  Directive 2013-07 
Refusals of Offers sets out the process for reporting refusals and circumstances that may 
result in refusals not being incremented.  

3.   Refusal by Housing Provider  
3.1 Reasons for Refusal by a Housing Provider 

The CMSM has established a local rule that establishes when a housing provider can 
refuse to house an applicant.  Please refer to Directive 2013-15 Refusal by a Housing 
Provider.   

3.2 Process for Refusal by a Housing Provider   
Once the housing provider has refused to offer a unit to the applicant, the housing 
provider must: 
1. send a letter to the applicant, stating that the housing provider refuses to offer the unit 

to the applicant and the reason(s) for the refusal. The letter must advise the 
household of its right to a Review of the decision and provide information on how to 
request a Review in compliance with Directive 2013-15 Refusal by a Housing 
Provider;  

2. fax/email to the Housing Programme Advisor a copy of the letter to the applicant; and 
3. in Yardi, under “Refused”, select “HP – Denied” and add a memo providing details 

related to the refusal. Housing providers must update Yardi within 48 hours of 
processing the refusal.  
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3.3 Pending a Review of the Decision 
A housing provider’s refusal to offer a unit to an applicant does not mean the unit must be 
held vacant until a Review has been conducted. Once a housing provider has complied 
with step 3.2, the provider may move to the next household on its list. The applicant will 
remain on the list and the provider may decide to offer a subsequent vacancy to that 
applicant in the future.  

3.4 Maintenance of Documents 
All documents relating to a housing provider’s decision to refuse to offer a unit, including 
the letter to the household and the information used in making the decision, must be 
maintained on file for at least 7 years after the day the decision letter was given to the 
household. These records must be available for the CMSM to review at any time during 
this period.  

4. Quarterly Reporting to the CMSM 
 On a quarterly basis (March 31, June 30, September 30 and December 31), the housing 

provider will submit to the Housing Programme Advisor:  
1. all Move-in Reports for the period (report template attached) 
2. the full tenant list, to include tenant names and unit numbers. 

Please contact your Housing Programme Advisor if you require further clarification. 

 
Ryan Pettipiere 
Director of Housing 

Appendices: Offer of Accommodation letter (sample) 
  Move-In Reporting Form  
  Notice of Refusal to Offer letter (sample)  
 

 

Alternative Formats Available Upon Request. 

*Safety Protocol for Special Priority (SP) Applicants  
If the housing provider has refused to offer a unit to a Special Priority (SP) household, the       
housing provider must:  

• notify Applicant Services immediately; and  
• prepare the letter according to the steps above and fax/email the letter 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. 

 



Move In Reporting Form 
Directive 2017-01 Attachment 

 
This form must be completed and sent by fax or email to the Housing Programme Advisor. 

 
 

 

 

 

Resident Name(s):    _________________________________ 

Unit and Address accepted:  _________________________________ 

Move In Date:    _________________________________ 

Previous resident’s Move Out Date: _________________________________ 

Please select one:         Market            or     RGI    

 

 New Tenant or Member Internal Transfer 

 City or Town 
(specify if in a 

shelter) 

Length of 
Tenancy 

Address &Unit 
Number 

Length of 
Tenancy 

Pre-Move In 
Residence** 

    

Prior 
Residence** 

    

**Please fill out all applicable sections** 

Submitted by Housing Provider                                      

Date:____________   By:____________   Signature:____________________________    

COW Office Use Only 

Entered in Database                                     Verified   

Date:____________   By:____________    Date:___________  By:________________      

 

 
Alternative Formats Available Upon Request. 

 

To: From: 

Fax:     519.837.6349 Pages: 

Phone: Date: 

 



<Housing Provider Letterhead> 

 
 
<Date>       

 
<First name> <Last name> (plus all household members over 16) 
<Street> <Apt> 
<City>, <Province>  <Postal code> 
 
 
Dear Applicant: 
 

Offer of Accommodation 
 
I attempted to contact you using the phone number we have on file and was unable to 
speak with you. 
 
I am offering you a rent-geared-to-income (RGI) unit <unit #> at <housing provider 
address>. This is a <# of bedrooms> unit. 
 
If you are interested in viewing this unit, please contact me no later than <date>.  
If I do not receive a call on or before <date>, this offer will be marked as a refusal.   
 
If you are no longer interested in housing at this location or are no longer interested in 
maintaining your status on the County of Wellington’s Centralized Wait List, please 
contact Applicant Services to update your application. 
 
If you have any questions, please contact me at <housing provide phone number>. 
 
 
Yours truly, 
 
 
 
<Housing Provider Staff Person> 
<Title> 
 

 
Alternative Formats Available Upon Request. 

 



<Housing Provider Letterhead> 

 
 

 
<Date>       

 
<First name> <Last name> (plus all household members over 16) 
<Street> <Apt> 
<City>, <Province>  <Postal code> 

 
Notice of Refusal to Offer 

Dear Applicant: 
 
Thank you for providing information regarding your application for rent-geared-to-
income housing with <Housing Provider Name>. We reviewed information available to 
us about your household, and have made a decision not to offer you a unit. 
 
This decision was made on <Date>; pursuant to the Housing Services Act, 2011 and 
the local Refusal by Housing Provider policy.  You are not being offered a unit for the 
following reason(s): (select all that apply) 
 

• The housing provider has a mandate under section 76 of the Act and offering the 
unit to the household would be contrary to that mandate; 

• The housing provider has reasonable grounds to believe, based on the 
household’s rental history, that the household may fail to fulfill its obligations to 
pay rent for the unit in the amount and at the times the rent is due; 

• The housing provider is a non-profit housing co-operative and the household 
does not agree to accept its responsibilities as a member of the housing provider 
or the housing provider has reasonable grounds to believe that the household will 
not accept or will be unable to accept those responsibilities; 

• The unit is one in which individuals will reside in a shared living situation and the 
housing provider has reasonable grounds to believe that it is unreasonable for 
the household to reside in the shared accommodation. 

• The level of supported services that are provided in respect of the unit is 
significantly greater or significantly less than the level of support services 
required by the household. 

 
Details: 
 
The facts on which we relied in making our decision not to offer the unit to you are as follows: 
*example of details* (select all that apply) 

• Chronic failure to pay rent in the amount and times in which it was due.  You did not 
have a zero balance for more than 75% of the last 12 months of your tenancy.   

• N4s Filed  
• L1 application filed for non-payment of rent.  
• Eviction order (date) - evicted (date) 

 
This decision was made on <Date>. 
 



<Housing Provider Letterhead> 

 
 
 
**As prescribed in the Housing Services Act, 2011 you have the right to request a 
review of this decision.  This review would be completed by an unbiased review 
committee consisting of independent members who were not involved in the original 
decision.  To request a review of this decision, please complete the attached “Review of 
Decision Request Form” by <Date> and submit it to the County of Wellington, Review 
Coordinator at the address supplied on the form.  You may also contact the County of 
Wellington, Review Coordinator directly at 519.837.5492 extension 4361. 
 
**Use the above paragraph only if you are using the County of Wellington’s Review of 
Decision Committee. If you are using an internal committee, please include reference to 
your review of decision procedures. 
 
The Housing Help Centre may assist you with finding alternate housing accommodation 
in private rental housing.  Housing Help assistance is available by appointment.  Please 
contact Housing Help Centre at 519.837.5492 x4130 
 
If you have any questions, please contact the office at <housing provide phone 
number>. 
 
Yours truly, 
 
 
<Housing Provider Staff Person> 
<Title> 
 
 

 
Alternative Formats Available Upon Request. 

 


	2017_07_18 - Final - Directive 2017-01
	DIRECTIVE
	Directive Number: 2017- 01
	Effective Date: July 01, 2017

	Subject:  Centralized Waiting List – Applicant Selection and Housing Provider Reporting
	Legislative Reference:  Housing Services Act, 2011 (HSA) O.Reg. 367/11 S.47, 49
	Directive Reference:  Directive 2013-05 “Refusal by a Housing Provider”
	Background
	Direction
	Part A – Offering a Unit from the CWL
	1. Review Centralized Waiting List (CWL)
	2. Put an Applicant “On Offer”
	3. Offer Process

	*Safety Protocol for Special Priority (SP) Applicants
	Part B - Outcome of Offer and Mandatory Reporting
	1. Housed
	2. Applicant Refusals
	2.1 Forms of Applicant Refusals
	2.2 Counting Refusals
	3.   Refusal by Housing Provider
	3.1 Reasons for Refusal by a Housing Provider
	3.2 Process for Refusal by a Housing Provider
	3.3 Pending a Review of the Decision
	3.4 Maintenance of Documents
	4. Quarterly Reporting to the CMSM

	*Safety Protocol for Special Priority (SP) Applicants

	Sch A -  Move In  Reporting Form
	Sch B -  Offer Letter final
	<Date>
	<First name> <Last name> (plus all household members over 16)
	<Street> <Apt>
	<City>, <Province>  <Postal code>

	Sch C - Refusal Letter final
	<Date>
	<First name> <Last name> (plus all household members over 16)
	<Street> <Apt>
	<City>, <Province>  <Postal code>
	Notice of Refusal to Offer

	Dear Applicant:
	Thank you for providing information regarding your application for rent-geared-to-income housing with <Housing Provider Name>. We reviewed information available to us about your household, and have made a decision not to offer you a unit.
	This decision was made on <Date>; pursuant to the Housing Services Act, 2011 and the local Refusal by Housing Provider policy.  You are not being offered a unit for the following reason(s): (select all that apply)
	 The housing provider has a mandate under section 76 of the Act and offering the unit to the household would be contrary to that mandate;
	 The housing provider has reasonable grounds to believe, based on the household’s rental history, that the household may fail to fulfill its obligations to pay rent for the unit in the amount and at the times the rent is due;
	 The housing provider is a non-profit housing co-operative and the household does not agree to accept its responsibilities as a member of the housing provider or the housing provider has reasonable grounds to believe that the household will not accep...
	 The unit is one in which individuals will reside in a shared living situation and the housing provider has reasonable grounds to believe that it is unreasonable for the household to reside in the shared accommodation.
	 The level of supported services that are provided in respect of the unit is significantly greater or significantly less than the level of support services required by the household.
	This decision was made on <Date>.
	**As prescribed in the Housing Services Act, 2011 you have the right to request a review of this decision.  This review would be completed by an unbiased review committee consisting of independent members who were not involved in the original decision...
	**Use the above paragraph only if you are using the County of Wellington’s Review of Decision Committee. If you are using an internal committee, please include reference to your review of decision procedures.
	The Housing Help Centre may assist you with finding alternate housing accommodation in private rental housing.  Housing Help assistance is available by appointment.  Please contact Housing Help Centre at 519.837.5492 x4130


