
 
Shelter Program at the Tower at the Inn of Waterloo 
FREQUENTLY ASKED QUESTIONS  
Who is House of Friendship? 

Sheltering was the first service House of Friendship provided to this community when it was 
founded in 1939 by a group of women who took it upon themselves to care for men 
experiencing homelessness during the Great Depression. From those humble roots 80 years 
ago, today we walk with those in need throughout Waterloo Region in four key service areas – 
Housing, Food, Addiction Treatment, and vital Neighbourhood supports for families living on 
low income Region-Wide, including at the nearby Sunnydale Community Centre in North 
Waterloo.  Learn more at www.houseoffriendship.org.  

What services will be provided at the Tower at the Inn of Waterloo? 

The Shelter program will provide food and temporary housing for 110 men each day, as well as 
a COVID medical isolation unit for all genders who are homeless.  As part of the ShelterCare 
model (www.sheltercare.ca), other supports will be provided on site including health care, 
housing services, addiction and mental health counselling, and in-house programming like art 
and music therapy. While there, participants are connected with a support worker who will 
help them with the supports they need to become housing ready and then to find permanent 
housing.  

Will the entire Inn of Waterloo be used for this purpose? 

The Inn of Waterloo & Conference Centre is graciously providing space in the Tower portion of 
its building only.  The hotel will continue to welcome its regular guests as part of its normal 
business operations, in a completely separate section of the hotel. 

Why are you not going back to your Shelter on Charles Street? 

Our previous shelter facility cannot accommodate physical distancing, medical isolation needs, 
24/7 shelter services, on-site medical supports or physical accessibility for those with mobility 
needs, and it has insufficient space to meet the needs of the over 100 individuals we are now 
being called on to support.   

Why are you moving from the Radisson Hotel in Kitchener? 

The team at the Radisson Hotel have been incredible partners from the time we needed to 
move our entire shelter within 24 hours when COVID-19 hit.  We are so grateful for their offer 
of space and their steadfast support and care for those who stayed there over the past six 
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months.  To allow Radisson to return to their usual operations, and after a collaborative and 
comprehensive review of locations in conjunction with the Region of Waterloo, the Tower at 
the Inn of Waterloo provides the best alternative and capacity for this need. 

I’ve heard that neighbours of the Radisson Hotel have had complaints while your Shelter was 
there.  Will we experience the same challenges here?  

The group of people we serve in our shelter have faced significant challenges in their lives - life 
has been incredibly difficult for them.  Many of them have experienced trauma as children, and 
struggle with mental health and addiction. Our support is needed more than ever for these 
vulnerable community members.  While we’d love to say that this work is neat and tidy and it 
always runs smoothly and without any problems, that is not realistic.  However, our 
commitment to you is to be good neighbours and manage challenges as they arise.  Together 
with our community, we will listen to the needs and voices of our neighbours, balanced with 
the complex needs of those experiencing homelessness in Waterloo Region.  

Will drugs and alcohol be used on site? 

Addiction is a common health issue for those who are homeless.  Our team is available 24/7 to 
address issues that arise on site, and will provide health-care supports for those wishing to 
address their drug and alcohol use, including counselling and withdrawal management. 

What should I do if I see behaviour that concerns me? How do I report it? 

• Criminal Behaviour and Emergencies: If you see any behaviour on site or near the Tower 
at the Inn of Waterloo that involves criminal behaviour or constitutes a medical 
emergency (such as a suspected overdose), please call 9-1-1 and ask for immediate 
assistance.  

• Debris and Garbage – If the debris/garbage is found on city-owned property, please call 
Waterloo Municipal Enforcement Services at 519-747-8785.  

• Needles – If needles are found on city-owned property please call: 
- Monday-Friday (7AM-4PM and excluding Statutory Holidays) – 519-886-2310 
- Monday-Friday (4PM-7AM), Weekends and Statutory Holidays – 519-579-9557 
- Email 24/7: sharpscleanup@waterloo.ca  

• Noise – Please call Waterloo Regional Police at their non-emergency number to request 
By-law Enforcement at 519-570-9777. 

• Concerns about the program in general - Please contact House of Friendship 
Communications: Gail Martin, at 519-742-8327 x 132, or GailM@houseoffriendship.org. 

I would like to support these men in some way.   What can I do to help? 

Those we serve in shelter have been told they are unwanted, not worth much and don’t have 
much value all their lives. You can change that. When they bravely enter our shelter program, 
your care and support will help them address the weighty challenges they face, to become 



healthier and transition to independent housing – and a new future.  You can support by 
smiling and saying hello as you see these community members, or by providing a financial 
donation to our Shelter, or by advocating with your neighbours that these lives matter too and 
everyone should have the opportunity to belong and thrive. 

I would like to know more about House of Friendship and your Shelter program. Where can I 
get information? 

You can visit www.houseoffriendship.org to learn about the ways that House of Friendship 
walks alongside men, women and children throughout Waterloo Region in four key service 
areas – Food, Housing, Neighbourhoods and Addiction Treatment. To learn more about the 
ShelterCare model, visit www.sheltercare.ca 

I would like to talk to someone about my concerns. Who should I contact? 

Gail Martin, Marketing and Communications Specialist, is available at 519-742-8327 x 132 or 
GailM@houseoffriendship.org.  She will direct your comment or question to the appropriate 
person for a quick response. 
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