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> Toronto has a large and complex shelter

and allied services system
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> Family sector programs provide just over
25 per cent of all system bednights
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1l ToronTo




Toronto has grown its shelter services
significantly in the last 8 years
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Shelter Management Information System
Data current as of May 2, 2025
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> A brief history of Toronto’s

centralized intake services

1998 2010 2016 2020
Central Family Central Intake Family shelter COVID-19 pandemic
Intake expands service to demand begins to forces temporary closure
call centre include single adults, exceed availability: of SHARC walk-in
established youth and couples Family placement services — referrals must
seeking shelter list created go through Central Intake
2008 2010 2018 2021
Assessment & Streets to Homes Toronto modernizes its Central Central Intake begins
Referral Centre Assessment & Intake service, clarifying Cl’s reporting data on
expands Referral Centre mandate as a call centre that unmatched callers
services to 24/7 (SHARC) opens, supports the needs of clients seeking singles sector
phone number offering walk-in requiring emergency shelter shelter referrals
referral and respite
services
(il ToronTo

Adapted from 2018 Review of Shelter, Support and Housing
Administration’s Central Intake Call Centre. April 12, 2018



> Since the COVID-19 pandemic, Central
Intake has rarely met its KPI targets

Average daily calls, Average speed of answer,
target of <10+2% abandoned target of <2 minutes
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The centralization of shelter referrals has yielded data

with significant impacts

Data that shifted the debate on
shelter system capacity

B

Data that validated refugee
claimant shelter demand

SEL

O

Data that supports modelling of 1
shelter demand
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Shelter system “turn-aways” have replaced
occupancy rate as the key capacity measure

PressProgreSS) HOME | SOCIETY | POVERTY #®#CBC

New city data shows 40 people a night
on average turned away from Toronto
homeless shelters

Advocates say number is unacceptable because
unhoused people have nowhere else to go
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@ This article is more than 6 years okd
ANALYSIS

Toronto's Shelters Are Now Consistently Above 90%
Capacity - And That Is Extremely Dangerous

‘It's like a scene after a natural disaster ... They are packed like sardines’

by PressProgress
January 28, 2019

Data from the City of Toronto shows occupancy at local shelters and overnight centres
has been above its 90% limit for years.

A view of Seaton House, a large homeless shelter in downtown Toronto, in May 2022.

mﬂ]]‘ PressProgress Radio Canada International
171§ ﬂﬁﬂmﬂ Accessed 2025-03-25 Accessed 2025-03-25


https://ici.radio-canada.ca/rci/en/news/1903182/toronto-homeless-emergency-shelters-hostels-capacity-central-intake
https://pressprogress.ca/torontos-shelters-are-now-consistently-above-90-capacity-and-that-is-extremely-dangerous/
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This is a detail of the
City’s Daily Occupancy
and Capacity reporting
web report.

Shelter Programs, Room-Based

Family Sector, Total

Families, Emergency Shelter
Pragrams

Families, Transitional Shelter
Pragrams

Families, Motel/Hotel Programs
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Shelter Programs, Bed-Based
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Emergency Shelter Programs, Total

Mixed Adult, Emergency
Men, Emergency
Women, Emergency

Youth, Emergency

Transitional Shelter Programs, Total
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The debate about appropriate capacity used to
focus on “available” beds and occupancy rate

When this was
the only dataset
available, lots of
focus on the fact
that there were
some beds
showing as
available every
night.




> Central Intake service queues provide a
more accurate view on shelter access

Unmatched callers Families awaiting shelter placement
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Retrieved from daily Service Queue Close Out Reports
Data current as of May 5, 2025
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Centralized access statistics tell the story
more effectively

in a referral to a shelter space
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The number of calls to Central
Intake resulting in a referral to
shelter space was 6.2 per day in
July 2024
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The number of individual callers
who are not matched to a shelter
space per day was 235.7 per day
in July 2024
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Central Intake continues to
handle elevated call levels, with
an average of 978 calls handled
per day in July 2024.

Average nightly shelter &
overnight service occupancy
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These trends are taking place

despite the shelter system serving
an average of 9,815 people a night
in July 2024.

Data from Shelter System Requests for Referrals
Data current to update on August 13, 2024


https://www.toronto.ca/city-government/data-research-maps/research-reports/housing-and-homelessness-research-and-reports/shelter-system-requests-for-referrals/

> Centralized “unmatched caller” data has
become a core operational statistic
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A centralized view on shelter demand has

supported more effective advocacy

Asylum claims at ports of entry in Ontario &
new refugee intakes with Central Intake
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Refugees at ports of entry in Ontario and
Central Intake, Toronto, Jan 2021-Sep 2023
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Retrieved from SMIS & Government of Canada Refugee Claims by Year
Data current as of March 24, 2025


https://www.canada.ca/en/immigration-refugees-citizenship/services/refugees/asylum-claims.html

Centralized intake data supports

forecasting of shelter demand

New refugee callers to Central Intake New non-refugee callers to Central Intake
2,000 2,000
1,500 1,500

1,000 1,000 S,

500 500
0 0

Jan 21 Jan '22 Jan '23 Jan 24 Jan '25 Jan 21 Jan '22 Jan '23 Jan '24 Jan '25

95% confidence interval, refugee demand 95% confidence interval, non-refugee demand

Adapted and updated from Toronto Shelter & Support Services Budget Note (2024)
Data current as of March, 2025
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https://www.toronto.ca/wp-content/uploads/2024/04/9779-2024-Public-Book-TSSS-V1.pdf

> Demand forecasts improve planning and
budgeting for system capacity needs

Occupancy in shelter and bridging/triage programs and unmet shelter demand
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https://www.toronto.ca/wp-content/uploads/2024/04/9779-2024-Public-Book-TSSS-V1.pdf

» Where to from here?

 Better leveraging Central Intake data to understand who the shelter
system is not able to serve

 Incorporate the centralized shelter access perspective into reporting such as
the Community Homelessness Report

« Resolve the balance between keeping intakes short and the need for better
client information

* Investing in better data quality

» Low barrier services require diligent data oversight to maintain a consistent
view on clients across the service system

« Confirming a whole-of-system view on turn-aways

 Incorporate shelter level insights, starting with winter programming which
welcomes walk-ins
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