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In order to give some context to the comments I will be making with respect to the approach to good governance at the Landlord and Tenant Board, I would like to give a brief overview of that Board.

The Landlord and Tenant Board processes approximately 78,000 applications annually. Most hearings are scheduled to be heard approximately two to three weeks after the application is filed. Most orders are issued within 20 days of filing the application and within 3 days of the hearing. More complex orders are generally issued within 30 days of the hearing. 

The Board employs staff in 8 regional offices (two of which are combined into one region for administration purposes) and 9 “satellite” Service Ontario locations. Currently we have 44 full-time and 14 part-time Members. This does not include the Chair and 7 Regional Vice Chairs.
Beginning in 2005 the Landlord and Tenant Board began to put in place the governance tools to support the foundation of the Board, which is the recruitment, training and retention of Members and staff. 

It began with the development of a Strategic Plan setting out the specific elements of the direction of the Board and this was combined with an annual Action Plan to facilitate the implementation of those elements in stages.

In accordance with the Action Plan, the Board’s Human Resources Committee has developed appropriate governance tools, adapted to meet our needs - such as written position specifications and core competency requirements in order to assess and manage talent and provide feedback with regard to necessary professional development. 

The interview process for prospective members is structured around these core competencies that describe the desired behavior and performance of Board Members and Vice Chairs.

Our Professional Development Committee has developed an in-house training program for new Members. This program relies heavily on the involvement of Vice Chairs, the Board’s Legal Services Branch and our Operational Development Unit, and is conducted according to proven adult learning principles. The trainers have also been given “train the trainer” sessions provided by contracted consultants.

Classroom training of approximately 20 days is augmented with practical training in the field. New Members spend time observing the processing of an application from filing to hearing and issuing of the order prior to conducting hearings independently. The Board adopts the notion of “holistic” training so that Members have a broad understanding of the Board’s business, and are familiar with the Board’s policies, procedures and directives.

The initial training program for new Members is supported by Bi-Annual All Members’ meetings with a program developed for each meeting by the Professional Development Committee together with the Chair and the Legal Services Branch for the ongoing education of Members with regard to selected procedural and legal issues (and legislative changes when they occur). 

These meetings also provide an opportunity for Members to network and share their experience and expertise.

After a Member is trained and holding hearings the Vice Chair, at regular intervals, conducts a Member’s performance appraisal, which is merit based and assesses core competencies. The Chair conducts the Vice Chairs performance reviews. 
The goals of performance appraisal are to identify areas that need improvement and to provide a plan for further development. The Board strives to foster an environment of continuous learning and professional development. 
The Board was successful in securing the appointment of Vice Chairs for each region of the Board and the focus of Vice Chairs has subsequently been changed from that of ‘super adjudicator’ to ‘Member managers’ with strong adjudicative skills. As a result Vice Chairs have become a resource for their Members in terms of their mentoring and in identifying adjudicative issues which are discussed at weekly Vice Chairs’ meetings followed up thereafter by Legal Services, or by relevant committees as required.

In addition, Vice Chairs are required to hold regular quarterly meetings in their regions to discuss timely and important Board issues.  This keeps all Members current and aware of significant adjudicative issues throughout the Province and provides a forum for all Members to discuss issues of concern or interest. Vice Chairs are assisted by liaison Members with designated administrative functions in their regions. 

Special management training sessions for the Vice Chairs have been conducted by management consultants in order to further develop the Vice Chairs’ skills in team-building, leadership and managing their region and their Members.

All of the Board’s Committees have been reconstituted and are composed of Vice Chairs, Members and administrative and legal staff, appointed by the Chair to ensure that there is adequate regional representation, excellent leadership, clear objectives and each committee submits monthly reports to the senior management of the Board.
A policy with regard to the writing of reasons has been developed. Training sessions have been held and more are planned, to ensure the ongoing development of Members' knowledge and skills in this regard.

A Proof Reading program and a Quality Assurance program have been created to improve the quality and consistency of orders and reasons issued.

A detailed Complaint Protocol with regard to adjudicative matters has been developed in order to respond responsibly to complaints from parties with regard to the conduct of Members.

And a process for monitoring outstanding orders to ensure that orders are issued in a timely manner has been developed.

The Board’s Adjudicative Best Practices Committee has developed a number of best practices which are considered recommendations as to the manner in which Members of the Board should address certain key issues commonly faced by Members. 
A human rights strategy has been developed to ensure that Board processes comply with the Human Rights Code, to ensure the needs of clients with disabilities are met, to provide guidance to Members on accommodation, and to develop a process for dealing with challenges to the Board’s enabling legislation as well as a process for responding to complaints about the Board.

The Action Plan also formalizes a Stakeholder Advisory Committee for the purpose of consultation with stakeholders for their input and concerns regarding the development and effectiveness of Board policy, processes, rules and guidelines and client forms and all of their concerns are considered and responded to.

The operation of the Selected Decisions Committee has been revamped to ensure that the public will have access to the Board’s decisions.

A Director of Legal Services has been appointed and protocol put in place with regard to Members’ access to legal services and the efficient delivery of those services not only to the Members but also to the Board as a whole.
Having done all of this -  what lies ahead?  
Members are increasingly being required to be accountable to their agency or board while remaining independent in terms of the substance of their decisions. Therefore the challenge is and will continue to be, holding Members accountable in appropriate ways.
Particularly for a Board processing the number of applications filed annually as with the Landlord and Tenant Board, the tug and pull of quantity vs quality / fairness vs efficiency requires a constant and precarious balancing.




