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Tenants rights information session



ACORN: What we do
● Multi-issue, member-based 

community union 

● Mission: improving conditions for 

low and moderate income 

neighbourhoods

● Fighting for change: improving 

housing conditions



ACORN: Organizing
Because of the efforts from ACORN, City of 
Ottawa passed the Rental Housing Property 

Management Bylaw

Rental Housing Property 
Management By-law



BYLAW 

Addressing 2 main issues:

● Better Pest Control 

● Better Property Maintenance 

https://ottawa.ca/en/living-ottawa/laws-licences-and-permits/laws/laws-z/rental-housing-property-

management-law-law-no-2020-255#rental-housing-property-management-law-law-no-2020-255

https://ottawa.ca/en/living-ottawa/laws-licences-and-permits/laws/laws-z/rental-housing-property-management-law-law-no-2020-255#rental-housing-property-management-law-law-no-2020-255


Who Does the Bylaw Apply to?
Bylaw Interpretation: Definitions

● LANDLORD → “owner or operator of any rental unit as defined in Section 

2 of the Residential Tenancies Act (RTA ). 
○ RTA defines “Landlord” broadly → “owner of a rental unit or any other person who 

permits occupancy of a rental unit.”

● RENTAL UNIT→ “any living accommodation used or intended for use as 

rented residential premises”
○ Interpreted broadly → doesn’t have to be the full place; can include a room as well

● TENANT → “any person who pays rent in return to occupy a rental unit”
○ Does not apply if you live with the owner of the property OR a relative of the owner  



Includes:

1) Capital Maintenance Plan 

2) Pest Control

3) Tenant Service Request 

4) Tenant Support Registry 

5) Information for Tenants 

Landlord responsibilities



Where to look? 
Landlord  & Tenant Resource Portal 

https://ottawa.ca/en/living-ottawa/rental-housing

https://ottawa.ca/en/living-ottawa/rental-housing


1) Capital Maintenance Plan 
● Ss. 3-5 of Bylaw  - only applies to 

apartment buildings 

● S. 3 (1) “No owner of an apartment 

building shall fail to have and maintain a 

capital maintenance plan.”

● Must include:

○ accessibility features

○ building-wide electrical distribution 

systems

○ plumbing

○ elevators

○ fire escapes

○ mechanical systems

○ roofs

○ balconies & railings

○ parking structure



2.) PEST MANAGEMENT PLAN 
S. 29-30 

The by law requires that all applicable Rental properties have an integrated 

pest management plan.

(1) A preventative inspection schedule. 

(2) Educational information on pest prevention. 

(3) A way to report infestations. 

(4) Specific treatments for various common pests (i.e. Bed bugs, Ants). 



PEST MANAGEMENT PLAN 

https://ottawa.ca/en/living-ottawa/rental-housing/landlords-roles-and-
responsibilities#integrated-pest-management-plan

https://ottawa.ca/en/living-ottawa/rental-housing/landlords-roles-and-responsibilities#integrated-pest-management-plan


MANDATORY EDUCATIONAL INFORMATION

EXAMPLE: Let’s say bed bugs

Your landlord must provide info 
on how to prevent and treat a bed 
bug infestation

https://ottawa.ca/en/living-ottawa/rental-housing/landlords-roles-and-
responsibilities#integrated-pest-management-plan

https://ottawa.ca/en/living-ottawa/rental-housing/landlords-roles-and-responsibilities#integrated-pest-management-plan


TREATMENT PLANS - I 
Before entering your unit , your landlord must provide you with 
a treatment plan (Section 31)

What is a treatment plan for an individual ?

● Pest specific ( ex: bed bugs) 

● What will happen in your unit ( ex: steam cleaning ) 

● Info on any follow up treatments 

● Info on how an individual should prep their unit. 

● When the treatment will happen. 

● Any other relevant information. 



RE- INSPECTION 

S. 33 

Any area that has been treated needs to then be re-inspected within 15-30 

days. 



Tenant Service Request 

Sections 6-9 (and following) of the bylaw answer these questions. 



Tenant Service Request 
S.6 Your landlord is responsible for having a system to accept your service 

requests. 

S.7 States that any system your landlord chooses must contain. 

(1) Written (paper or electronic) or verbal complaints. 

(2) A means of recording complaints. Must include date and time of request, 

description of the issues, the outcome of a request, etc. 

(3) Procedure and criteria to assess the urgency of a request as per s.11. 

(4) Procedure to check if a tenant has registered a need for assistance under 

the support registry. 



Tenant Service Request 

https://ottawa.ca/en/living-ottawa/rental-housing/landlords-roles-and-responsibilities#tenant-service-request

https://ottawa.ca/en/living-ottawa/rental-housing/landlords-roles-and-responsibilities#tenant-service-request


Tenant Service Request 

https://ottawa.ca/en/living-ottawa/rental-housing/landlords-roles-and-
responsibilities#tenant-service-request

https://ottawa.ca/en/living-ottawa/rental-housing/landlords-roles-and-responsibilities#tenant-service-request


Urgent vs Non-Urgent 

S.12 Non-urgent requests need to be responded to within 7 days of the receipt of a service request. 

S.10. Your landlord has to respond to urgent requests within 24 hours after receiving your request. 

What is an urgent request ?

(1) A loss or interruption of vital services (loss of hot water, electricity, heat and fuel where 
applicable). 

(2) Security concerns with the rental unit , building or property. 
(3) Problems with accessibility features and equipment - and 
(4) Any issues that can reasonably be expected to make a unit uninhabitable.

Everything that DOES NOT fall into one of the 4 categories above is considered non-urgent.  



4) Tenant Support Registry 
Outlined in ss. 24-28 of the Bylaw, 

● Landlord MUST maintain a Tenant Support Registry which records any request 

made for assistance by the tenant. 

● Landlords must be able to present this information to a Ottawa Bylaw Officer 

upon request. 

What is a Tenant Support Registry? 

● Information about tenants who have requested specific assistance. 

● Tenants will fill out their name, unit number, description of type of assistance, 

and any accommodations the landlord agreed to provide. 



Tenant Support Registry - Landlord Responsibility
S.26 Your landlord MUST provide you with the following 

information:

a) That the support registry exists

b) How you, as a tenant, can request to be added to the registry 

c) Statement that the information you give may be provided to the 

City at its request. 

S. 28 - Removal from Registry 

● Can ask to be removed; OR

● Will automatically be removed upon termination of your occupancy



Tenant support registry 

https://ottawa.ca/en/living-ottawa/rental-
housing/landlords-roles-and-responsibilities#tenant-
support-registry

https://ottawa.ca/en/living-ottawa/rental-housing/landlords-roles-and-responsibilities#tenant-support-registry


Tenant support registry 

https://ottawa.ca/en/living-ottawa/rental-housing/landlords-roles-and-responsibilities#tenant-support-registry

https://ottawa.ca/en/living-ottawa/rental-housing/landlords-roles-and-responsibilities#tenant-support-registry


5) Information for Tenants
Sections 13 - 23 of the Bylaw

● Landlord had until November 30, 2021 to provide you with the following 
information:

○ contact information of landlord or property manager

○ tenant service request instructions

○ fire safety information

○ property maintenance information

○ on-site waste management information

○ parking information

○ tenant support registry

○ Residential Tenancies Act statement

○ signature of tenant



Example of Tenant Information Document



Tenant Information Cont’d 
S. 16 → Two copies of information for tenants must be provided with the lease 

agreement: 

● 1st copy must be provided to the tenant for their record. 

● 2nd copy must be signed by the tenant and returned to landlord. 

All of this information can also be found in the following languages: 
Arabic, Hindi, Indonesian, Mandarin, Spanish and Urdu

https://ottawa.ca/en/living-ottawa/laws-licences-and-
permits/consumer-awareness

https://ottawa.ca/en/living-ottawa/laws-licences-and-permits/consumer-awareness


1) Doing Your Part - Tenant Responsibility

2) Pest Prevention 

3) What’s different now

4) What if my landlord is not responsive? 

5) What if the problem persists?

tenant responsibilities



Pest Prevention - I

Section 35: No 

tenant shall 

knowingly cause 

conditions which 

may attract or 

harbour pests



Pest Prevention - II
Resources

● The Ottawa Public Health 
website offers tips on dealing 
with bed bugs, cockroaches, or 
mice

● Orkin Canada Pest library: 
Information on ants, earwigs 
and silverfish



What if my landlord is non-responsive - I
Bylaws Enforcement Office

Call 3-1-1 or submit an online 
service request

City of Ottawa: 
https://ottawa.ca/en/3-1-1/report-or-
request/property-damage-or-
maintenance



Reporting a Service Request
Bylaw Enforcement Office

● Record the Service 

Request #

● A notice of violation or 

a property standards 

order may be issued

● Call ACORN to 

organize!



What if the problem is not fixed?
Landlord and Tenant Board

● File a Tenant Application about 

Maintenance (form T6) with the 

LTB

● A hearing will be scheduled

● Call ACORN!



What if the problem is not fixed?
Landlord and Tenant Board

● File a Tenant Application about 

Maintenance (form T6) with the 

LTB

● A hearing will be scheduled

● Call ACORN!

Form T6 Hearing Scheduled



Old Bylaw vs New Bylaw 
Previous Bylaw: Property Standards Bylaw

● No set time for when landlord has to fix the problem. Just said 

“Take immediate actions to eliminate any unsafe conditions”.

● No pest control plan → before Bylaw just stated “a dwelling should be 

kept  reasonably free of pests” 

● Bylaw not specific to residential properties; also includes non-residential 

property standards 

https://ottawa.ca/en/living-ottawa/laws-licences-and-permits/laws/laws-z/property-standards-law-no-2013-

416-amended-laws-no-2017-256-2018-113-2018-127-2018-302-2019-170-2019-426-2019-428-2020-202-

2020-256-2020-306#part-viii-administration-and-enforcement

https://ottawa.ca/en/living-ottawa/laws-licences-and-permits/laws/laws-z/property-standards-law-no-2013-416-amended-laws-no-2017-256-2018-113-2018-127-2018-302-2019-170-2019-426-2019-428-2020-202-2020-256-2020-306#part-viii-administration-and-enforcement


Other Changes - More formalized
Now service requests are formalized…

● Reported through method prescribed 

by landlord
● Keep same written record of service 

requests
● Landlords must cooperate with 

bylaws officer
● Formalized process to address 

problems



thank You



Please let us know if you have any questions. We will take note of 
them and contact you promptly if they cannot be answered right 

away. 

Q&A


