
 

 
 

What is an emergency? 
(An Informational Guide for Tenants) 

  
When is it appropriate to request emergency maintenance for your apartment by calling 
the hotline, 416-466-2642, after 5PM on weekdays and on the weekends?  
 
It is simple to determine. Below is a list for you to review in order to determine whether you have 
an emergency or whether you should wait until business hours to submit a maintenance request 
form.  
 

WHAT IS AN EMERGENCY?  
 
A maintenance emergency is something that, if it isn’t repaired immediately, could cause injury, 
threaten your health, or cause serious property damage to your possessions, 
other residents’ possessions and/or the building itself. These things could include:  
 

 Flood   
 Fire (Call 911 first, then report to us through hotline)  
 A broken lock on your main/entrance door  
 Temperature in the apartment is below 21 degrees during the 
heating season and above 26 degrees Celsius during the cooling 
season, in buildings with centralized AC or O’Shanter installed ACs, 
measured by our staff in the middle of the room and at coffee table 
level  
 Your only toilet is broken, and you are unable to unclog it. (More 
specifics below on this topic)  
 Your refrigerator is broken and leading to spoiled food, or your 
stovetop and oven are broken resulting in not being able to cook at all    
 

WHAT IS NOT AN EMERGENCY?  
 
Not every maintenance issue or request is an emergency. If, for example, you have a minor drip 
under your kitchen sink that can be contained with a bucket, you’ll definitely want us to take a 
look, but it isn’t an emergency. Here are some other situations that can wait for the next 
business day, for you to submit a routine maintenance request or contact us:  
 

 No heat from the radiator or coil during the heating season but the 
temperature inside the apartment is 21 degrees Celsius or above. No 
cooling from the coil during the cooling season but the temperature 
inside the apartment is 26 degrees Celsius or below  
 One stove burner isn’t heating up  



 Refrigerator produces an unusual sound or is not cold enough, 
microwave or dishwasher (in buildings where these appliances are 
provided) is not working  

 
 You lost your fob or key; your key is with your friend/relative who is 
out of town; you left it somewhere else  
 Fob is not working (For most fobs, this is usually resolved by 

changing the battery. Replacement of battery is the tenant’s 
responsibility. For fobs that do not use a battery, contact us during 
business hours for re-programming)  

 One of the 2 toilets/bathrooms has an issue (Please use the working 
toilet/bathroom and call us the next day about the one with the 
problem/issue)  
 You need information about your account i.e., how much to pay, 
when your increase will be, etc.  
 Pest Control i.e. treatment due to roach, mice, raccoon, etc.  
 Burnt out light or fuse (Landlord is not responsible for replacement)  
 Require a visitor’s parking permit  
 Noise from pet/dog in distress, owner may have left it (Please call 
Animal services or 311)  
 Noise from potential domestic violence (Please call 911 or Police 
Services)  
 Noise in violation of the By-Law (Write to your Building Manager 
stating apartment-source, nature of noise, date and time of occurrence. 
For buildings with security guard, please call security phone number) 
 Cigarette or marijuana smoking (Write to your Building Manager 
stating apartment-source and date & time of occurrence) 
 
 

If you determine that the issue isn’t an emergency, you should still submit a maintenance 
request to be handled during regular business hours. Be aware that it may take a few days to 
get the issue resolved since the maintenance team will handle emergencies before tackling 
other repairs, please be patient.  
 

USE YOUR BEST JUDGEMENT  
 
Sometimes, other factors may help you determine when to submit a regular maintenance 
request form instead of calling for emergency maintenance. For example, if you get up for a 
midnight snack and notice that your fridge isn’t as cold as it should be, this is a problem that 
needs to be solved quickly — but it could wait until morning if you keep the refrigerator door 
closed until then.  
 

 
 



 
GETTING LOCKED OUT IS NOT AN EMERGENCY  
 
Getting locked out of your apartment isn’t an emergency. Call a locksmith to help you get back in 
rather than calling emergency maintenance because our staff will neither open the door for 
you nor give you a key.  
 

SOME THINGS YOU CAN D.I.Y.  
 
There are some things you could probably handle, i.e., clogged toilet. Use a plunger. If you 
know that the reason for the clog is due to an item i.e., child’s toy accidentally dropped into the 
toilet or too much toilet paper, please be honest. Remove the toy rather than calling us and 
having us determine the reason for the clog as we will charge you the corresponding cost of 
clearing or unclogging. While major or dangerous repairs are better left to the experts, smaller 
issues could be resolved quickly without a maintenance call.   
 
 

DON’T PUT OFF EMERGENCY REQUESTS  
 
If something is an emergency, don’t put off contacting us.   
 

DON’T PUT OFF MAINTENANCE REQUESTS EITHER  
 
Even when it isn’t an emergency, report the issue by completing a maintenance request form as 
soon as possible. A small issue now could turn into an emergency if it isn’t dealt with. If you 
notice any maintenance issue, complete a maintenance request form and submit during 
business hours on weekdays.   
 
Please take note that our emergency hotline operators will evaluate your call and will 
decide if it is an emergency or not.   
 
 
 
 
 


