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Key Public Service Areas

v" Oversee City support for the operations
and services of non-profit cultural
organizations, which have a significant
impact on the City’s economy and
quality of life.

v Support the capital improvement of
cultural facilities to better serve City
residents and attract foreign and
domestic tourists.

v" Promote public appreciation of the arts
and culture.

DEPARTMENT OF CULTURAL AFFAIRS

Kate D. Levin, Commissioner

Critical Objectives

Award funding and make timely payments to ensure that all segments of
the public have access to a broad array of cultural activities.

Encourage the contribution and use of donated materials with the goal of
expanding resources available for cultural activities and promoting public
awareness of the value of reusing materials.

Provide efficient coordination and support for capital projects at cultural
facilities and expedite the completion of these projects.

Enhance public awareness of the array of cultural programming offered
throughout the five boroughs.

Scope of Agency Operations
The Department of Cultural Affairs
(DCLA) ensures that cultural activities are
an integral part of New York City’s civic
and economic life by providing support,
advocacy and technical assistance for the
City’s cultural community. DCLA’s
constituency consists of the 33 City-owned
cultural institutions comprising the
Cultural Institutions Group (CIG), and
more than 1,500 other not-for-profit
organizations serving constituencies in all
neighborhoods of the City. DCLA also
provides donated materials for arts
programs offered by the public schools
and cultural and social service groups, and
commissions works of public art at City-
funded construction projects throughout
the City. DCLA promotes activities which
impact the City’s economy and quality of
life and is actively advancing numerous
cultural development initiatives with
economic development components,
including working on public and
streetscape improvements with the Four
Bronx Institutions Alliance; the Coney
Island Redevelopment Plan and the BAM
cultural district in Brooklyn; and in
Manhattan, the West side High Line
corridor. In addition, DCLA provides
technical assistance and support to the
field on an ongoing basis.

Performance Report
V" Oversee City support for the operations and services of non-profit cultural

organizations, which have a significant impact on the City’s economy and
quality of life.

In Fiscal 2011 the Department awarded $105 million in operating and
energy support to the Cultural Institutions Group (CIG), $27.2 million to
879 program organizations, and continued to manage the Cultural After
School Adventures program, awarding a total of $4.97 million to 79
cultural organizations.

All operating support payments to the City’s cultural institutions were
made within the 5-day performance standard.

Cultural Development Fund (CDF) grant payments to cultural
organizations were issued in 7.1 days for initial payments and 8 days for
final payments, compared to 9.3 and 9.6 days, respectively, a year ago. In
addition to improving CDF payment processing time, DCLA continued to
upgrade its grants management system, creating applicant registration
capability as well as an on-line final reporting function.

A planned three-month suspension of online donations due to computer
system upgrades impacted MFTA donation levels and overall transactions.
MFTA saw a slightly reduced number of donors from the business
community and a nearly 23 percent decrease in the overall value of
contributed materials and equipment. Service to public schools was
mixed. MFTA added 69 schools to its membership during the fiscal year,
while the number of schools using the MFTA warehouse declined but was
in line with Fiscal 2011 projections.
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Actual Target

Updated
Performance Statistics FYo7 FY08 FY09 FY10 FY11 FY11 FY12
* Operating support payments made to Cultural Institutions
Group by the 5th day of each month (%) 100% 100% 100% 100% 100% 100% 100%
* Average days to issue initial Cultural Development Fund
payments after complying with all City requirements NA NA 6.1 9.3 71 * *
* Average days to issue program grant final payments NA 6 6 10 8 * *
Value of contributed Materials for the Arts (MFTA) materials
and equipment ($ millions) $4.8 $7.3 $5.8 $6.7 $5.2 $5.5 $5.1
MFTA donors 1,324 1,741 1,509 1,616 1,561 1,400 1,500
* MFTA transactions 4,743 4,994 5,593 5,534 5,276 5,500 5,300
Number of schools served by MFTA 591 545 631 713 622 600 625

% Critical Indicator ~ “NA” - means Not Available in this report

v Support the capital improvement of cultural facilities to better serve City residents and attract foreign and
domestic tourists.

* The percent of new capital projects Capital Projects
initiated increased to 99 percent, with
71 of 72 planned projects in the
Agency’s capital portfolio authorized
to commence work. Large scale 180
projects remained a core segment of 177
DCLA’s capital portfolio, comprising
nearly half of the capital dollars. 120
Capital projects completed during the 110

110
. . . 72
reporting year include renovation and 0 e
expansion of the Museum of the - -
Moving Image facility in Queens;
new construction of the DiMenna 0

Center for Classical Music in FY 2007 FY 2008 FY 2009 FY 2010 FY 2011
Manbhattan, the first permanent home B New Projects Initiated
for Orchestra of St. Luke’s; and, in

the Bronx, the restoration of the New York Botanical Garden’s historic Stone Mill facility.

240

Total Projects Planned

Actual Target

Updated
Performance Statistics FY07 FY08 FY09 FY10 FY11 FY11 FY12
* New capital projects initiated (%) 57% 54% 70% 74% 99% 70% 70%

% Critical Indicator ~ “NA” - means Not Available in this report

v" Promote public appreciation of the arts and culture.

* In Fiscal 2011 DCLA’s cultural events calendar provided the public with information on 6,120 arts
and cultural programs for hundreds of cultural organizations around the City.

* Approximately 18.7 million New Yorkers and other visitors attended the City-owned museums,
performing arts centers, botanical gardens, zoos and historical sites that comprise the CIG.
Attendance remained very high but was lower than last year likely due to harsh weather conditions.
Sixteen percent of visitors took advantage of free admissions programs at the CIG, comparable to the
prior two years.
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Actual Target
Updated
Performance Statistics FY07 FY08 FY09 FY10 FY11 FY11 FY12
Number of events listed on NYCulture Calendar NA NA NA 6,631 6,120 * *
Total visitors to the Cultural Institutions Group 18,466,095 19,092,865 18,882,316 19,266,938 18,743,457 * *
- Percentage of visitors using free admission and/or
tickets NA NA 15% 16% 16% * *
* Critical Indicator ~ “NA” - means Not Available in this report
Agency Customer Service
The Department of Cultural Affairs serves its customers through its website and correspondence.
DCLA Citywide
DCLA Citywide DCLA Citywide Change 2010 Change 2010
Indicator FY10 FY10 FY11 FY11 to 2011 to 2011
Number of 311 inquiries (to MMR agencies) 13,389 7,489,368 8,869 7,252,869  -34% -3%
311 Customer Service Center Inquiries
% of DCLA  Rank % of DCLA  Rank
Total Inquiries in#of Calls  Total Inquiries in # of Calls
Top DCLA-related Inquiries 2010 in 2010 in 2010 2011 in 2011 in 2011
Find a Zoo or Aquarium 5,905 44% 1 3,763 42% 1
Find a Museum 4,822 36% 2 3,317 37% 2
Find a Botanical Garden 1,298 10% 3 922 10% 3
Grants for Cultural Programs 427 3% 4 282 3% 4
Find a Performing Arts Venue 412 3% 5 185 2% 5
Agency Resources
A c t u al Preliminary Updated
Agency Resources FY07 FY08 FY09 FY10 FY11 FY11' FY12' FY12?
Expenditures ($ millions)’ $1500 $161.3  $151.4  §$142.9 $1461 $1433 $101.3  §$1528
Personnel 59 65 65 59 56 63 59 59
Overtime paid ($000) $8 $2 $0 $0 $0 * * *
Capital commitments ($ millions) $102.3  $211.5  $429.8 $337.8 $161.2 $446.3  $90.7 $149.0
1January 2011 Financial Plan 2puthorized Budget Level 3Expenditures include all funds “NA” means Not Available in this report

Noteworthy Changes, Additions or Deletions

The Department adjusted Fiscal 2012 targets for the four metrics that report on activity in the

Materials for the Arts program to reflect revised projections.

* The Department corrected Fiscal 2009 and Fiscal 2010 data for ‘Percentage of visitors using free
admission and/or tickets’ from 29 and 30 percent to 15 and 16 percent, respectively.

For more information please visit the website at: www.nyc.gov/dcla
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Key Public Service Area

v Ensure the quality and safety of for-hire
vehicle transportation services through
effective regulation and administration
of rules, standards, and licensing
requirements.

gl 1A XTI AND LIMOUSINE COMMISSION
m David Yassky, Commissioner/Chair

Critical Objectives
* Promote industry standards through an efficient licensing process.
¢ Improve compliance with rules and regulations through ongoing
monitoring.
¢ Increase compliance with safety and emissions standards through timely
inspections.
* Provide a fair and timely review and hearing process.

Scope of Agency Operations
The Taxi and Limousine Commission
(TLC) establishes and enforces
professional and uniform standards of for-
hire service and ensures public safety.
TLC licenses and regulates 13,237
medallion taxicabs, 38,662 for-hire
vehicles, 2,460 paratransit vehicles, 398
commuter vans, and 108,987 drivers. The
Commission also regulates 30 taximeter
shops, 26 taxicab brokers and 67 taxicab
agents, and sets fares charged by
medallion taxicabs.

Top Medallion Complaint Categories Fiscal 2011

Rude or
Discourteous

Driver
3,064 Service Refusals

4,716

Overcharges
3,494

Traffic Rules

3,558

Performance Report

v' Ensure the quality and safety of for-hire vehicle transportation services
through effective regulation and administration of rules, standards, and
licensing requirements.

* TLC issued a total of 59,959 driver’s licenses during Fiscal 2011, an
increase of 1.2 percent from a year ago. On average, medallion licenses
took nearly two days longer to issue, 55.2 days compared to 53.4 days,
while the time to issue licenses for for-hire vehicle (FHV) drivers
decreased by 3.4 days to 16.5 days. The quicker turnaround time is
attributed to applicants receiving earlier notification from TLC regarding
outstanding documents needed to complete their applications. While
applicants for medallion licenses also received the earlier reminders,
license issuance time did not see a similar improvement. Overall
processing time is more difficult to influence for this group as licensing
requirements for medallion drivers are more comprehensive.

* Average wait time at the Long Island City licensing facility decreased by
two minutes to 18 minutes despite a 3.3 percent increase in visits.

* TLC inspectors conducted 23,738 vehicle compliance checks of TLC-
licensed vehicles during Fiscal 2011. The majority of checks involved
cars that were stopped when TLC officers observed or suspected a
violation was taking place, such as a driver using a cell phone or an FHV
picking up a street hail. As a result of the more targeted nature of the car
stops, the compliance rate fell to 24 percent compared to 52 percent
during Fiscal 2010, when vehicles were selected more randomly.

¢ During Fiscal 2011 TLC focused its enforcement efforts on illegal street
hails. This resulted in the issuance of 6,507 summonses to drivers for
illegal street hails, some 5,000 more than were issued in the previous year.

¢ Fewer medallion taxis failed initial safety and emissions inspections, with
failure rates declining from 42.1 percent to 38.4 percent. Re-inspection
failure rates also declined, from 12.8 percent to 9.7 percent. The
decreases are likely due to an October 2010 change in TLC's policy which
established a $35 fee for each reinspection, creating a financial incentive
for owners to ensure vehicles are in passing condition before being
brought to TLC’s inspection facility.

* The average time between receiving a consumer complaint about a
medallion or for-hire vehicle driver and the complaint being scheduled for
a hearing or otherwise resolved increased from approximately 34 days and
31 days, respectively, to 44 days for both complaint categories. Average
time was affected by TLC’s efforts to address and resolve older complaints
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but is expected to decrease in Fiscal 2012 due to both added resources and improvements in the

complaint process.

* The average time between receipt of a consumer complaint and the close of the hearing on the

complaint rose from 56 days to 63 days. The longer resolution times followed a testing period for a
new software program. In response, TLC allocated additional personnel and courtroom resources to
reduce the backlog and trim turnaround times, which improved to an average of 51 days for the

second half of the fiscal year.

Actual Target
Updated

Performance Statistics FYOo7  FY08 FY09 FY10 FY11  FYH1  FY12
* Average days to receive a medallion driver's license from initial
application 56.6 56.5 55.1 53.4 55.2 * *
* Average days to receive a for-hire vehicle driver's license from initial
application 21.0 22.5 20.0 19.9 16.5 * *
* Average wait time at Long Island City licensing facility (hours:minutes) ~ 0:33 0:31 0:20 0:20 0:18 0:25 0:25
% Car stop compliance rate (Medallions and for-hire vehicles) (%) NA 46% 36% 52% 24% * *
X For-hire vehicle base inspection compliance rate (%) NA 33% 42% 43% 45% * *
Medallion enforcement: Operation Refusal compliance rate (%) 94% 88% 94% 96% 94% * *
Street hail summonses issued to non-medallion vehicle drivers 1,260 1,560 991 1,323 6507 * *
Unlicensed for-hire vehicle bases - Padlock proceedings initiated 50 47 59 29 28 * *
Medallion safety and emissions inspections conducted 58,632 58,311 56,812 55,744 53362 59,000 *
* Medallion safety failure rate - Initial inspection (%) NA NA NA 156% 13.7% * *
Medallion safety and emissions failure rate

- Initial inspection (%) 476% 455% 423% 421% 384% * *

- Re-inspection (%) 202% 171% 132% 128% 97% * *
* Percent of medallion safety and emissions inspections completed
on time 90.0% 802% 922% 955% 944% * *
* Average time to conduct a safety and emissions inspection of a medallion
taxi (hours:minutes) 1:07 1:06 1:09 1:12 111 * *
Medallion summonses for non-inspection 2431 2243 2233 1964 1,929 * *
Average time to close a consumer complaint (calendar days)

- Medallion 22.2 23.7 26.5 34.1 44.0 * *

- For-hire vehicle 47.3 23.8 28.2 31.3 44.3 * *
* Average age of open summonses (calendar days) NA NA NA 80 77 * *
* Average time from a consumer's request for a hearing to the hearing
close date (calendar days) NA 47 58 56 63 * *
* Average time to process a hearing decision (minutes:seconds) 39:05 26:40 26:30 3451 3754 F *

* Critical Indicator ~ “NA” - means Not Available in this report



Agency Customer Service

The Taxi and Limousine Commission serves its customers through its call centers, walk-in facilities,

website and correspondence.

TLC Citywide
TLC Citywide TLC Citywide Change 2010 Change 2010

Indicator FY10 FY10 FY11 FY11 to 2011 to 2011
Average call wait time (min:sec) 07:06 01:19 05:37 01:39 21% 25%
Average response time for email correspondence (days) 20 5 23 7 15% 40%
Average response time for letters/mail correspondence
(days) 7 15 13 1" 86% -27%
Average wait time to speak with a customer service
agent at a walk-in facility (min:sec) 20:00 28:00 18:00 37:00 -10% 32%
Service requests meeting expected time of action (%)  89.3% 791% 92.7% 82.1% 3.4% 3%
Facility Rating by Customers Observing and Reporting
Experiences Program (Scale = 0-100) 80 83 81 85 1% 2%
Number of 311 inquiries (to MMR agencies) 157,449 7,489,368 147,740 7,252,869  -6% -3%
Number of agency customers surveyed for overall
customer satisfaction 162 960,685 245 1,021,939  51% 6%
Number of completed customer requests for
interpretation 3,820 1,786,715 5,260 1,438,872  38% -19%
311 Customer Service Center Requests for Service

Target - Actual - % Target - Actual - %

Total 2010 Days 2010 Days Meeting  Total 2011 Days 2011 Days Meeting
Top Service Requests 2010 toAction  toAction 2010 Target 2011 toAction  toAction 2011 Target
For Hire Vehicle Complaint 2,183 7.0 5.0 98% 2,912 14.0 4.0 99%
Lost Property 68,485 14.0 3.0 87% 65,475 7.0 2.0 92%
Miscellaneous Comments 170 14.0 23.0 36% 325 14.0 43.0 28%
Request for Information 897 14.0 26.0 30% 1,327 14.0 46.0 24%
Taxi Complaint 20,646 14.0 5.0 99% 21,775 14.0 3.0 99%
311 Customer Service Center Inquiries
% of TLC Rank % of TLC Rank
Total Inquiries in#of Calls  Total Inquiries in # of Calls

Top TLC-related Inquiries 2010 in 2010 in 2010 2011 in 2011 in 2011
Lost Property in a Taxi 86,026 55% 1 56,630 38% 1
Lost Property in a Taxi - Medallion Number
Unknown NA NA NA 16,990 1% 2
Lost Property in a Taxi - Medallion Number
Known NA NA NA 14,237 10% 3
Taxi Complaint - Pick-Up Refused 4,206 3% 7 6,306 4% 4
Taxi Driver License 8,707 6% 3 5,795 4% 5
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Agency Resources

A c¢c t u a |l

Preliminary Updated

Agency Resources FYO7  FY0O8  FY09  FY10  FYH  FYH' FY12'  FY12
Expenditures ($ millions)’ $260  $27.8  $289  $301  $309  $315  $322  $384
Revenues (8 millons) $1760 $86.2  $60.1  $397  $433  $420  $424  $43.1
Personnel 422 422 435 432 436 478 47 569
Overtime paid ($000) $556  $471  $459  $1059 $650  * * *

1January 2011 Financial Plan 2puthorized Budget Level 3Expenditures include all funds “NA” means Not Available in this report

Noteworthy Changes, Additions or Deletions

* An internal review of the indicator ‘Medallion safety failure rate — Initial inspection (%)’ revealed an
error in the calculation methodology of the data. The Fiscal 2010 value, previously reported as
42.1%, has been corrected to 15.6%, but revised data for years prior to that is not currently available.

e TLC will no longer include a target for ‘Medallion safety and emissions inspections conducted’ as the
number of inspections is not driven by any management performance goal set by the Commission.

e Fiscal 2011 data for the two metrics that report on the average time to close consumer complaints is
based on 11 months of activity, July 2010 through May 2011. June 2011 performance was excluded
from the calculation as more than one-third of the complaints closed during that month had, in fact,
been handled and resolved by the Commission many months before, in some cases as far back as the
prior year, but had not been administratively closed in the database. The database does not permit

post-dating.

For more information please visit the website at: www.nyc.gov/tlc
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Key Public Service Areas

v' Enhance the safety and security of the
public through a multi-faceted approach
to crime reduction.

v' Enhance traffic safety for City
residents.

v Improve the quality of life for City
residents.

v Improve police/community relations by
providing courteous, professional and
timely service.

SN2 NEW YORK CITY POLICE DEPARTMENT
% Raymond W. Kelly, Commissioner

Critical Objectives

Reduce the incidence of crime.

Develop and implement counterterrorism strategies.

Address quality-of-life violations.

Reduce the number of injuries and fatalities from aggressive driving and
other hazardous violations.

Ensure that police services are provided in a professional and timely
manner.

Scope of Agency Operations
The Police Department (NYPD) is
committed to providing, with the utmost
integrity and respect, a safe and secure
environment for the public. The personnel
assigned to the Department's 76 precincts,
12 Transit Districts, nine Housing Police
Service Areas and other investigative and
specialized units, protect life and deter
crime while responding to emergency calls
and impartially enforcing the law. NYPD
protects the City from terrorists, utilizing
sophisticated intelligence gathering and
analysis, citywide counterterrorism
deployments such as Operation Atlas, and
department-wide counterterrorism training
to enhance response capabilities.

Major Felony Crime

150,000

13136 000

110,828

105702 105,49

100,000

50,000

FY 2007 FY 2008 FY 2009 FY2010 FY2011

Performance Report

v

Enhance the safety and security of the public through a multi-faceted
approach to crime reduction.

Based on FBI total index crime statistics for Calendar 2010, New York
City remains the safest large city with the lowest rate of crime per capita
among the 10 largest U.S. cities.

Total major felony crime decreased 0.2 percent in Fiscal 2011 compared to
Fiscal 2010, and approximately 5 percent compared to Fiscal 2009. In
Fiscal 2011 murder, forcible rape, robbery and felonious assault increased
compared to Fiscal 2010; however, burglary, grand larceny and grand
larceny auto all decreased compared to Fiscal 2010.

In Fiscal 2011 domestic violence-related murder, rape and felonious
assault increased compared to Fiscal 2010, partially due to the passage of
the new strangulation laws in November 2010. In order to conform to an
amendment of the New York State Family Court Act’s definition of family
to include intimate partner, the Department modified and expanded its
definition of domestic violence-related crimes at the end of Fiscal 2009.
In Fiscal 2011 major felony crime in the City’s public schools decreased 5
percent compared to Fiscal 2010. During the same period there was a 7
percent decrease in all other reported crime categories in the City’s public
schools.

FBI Total Index Crime
Rate Per 100,000 Population
10 Largest U.S. Cities*
Calendar 2010

San Antonio
Houston |G A
Dallas
Philadelphia
Phoenix
ST 39443
Los Angeles
San Diego
san Jose
NYC 2,256.5

o

2,000 4,000 6,000 8,000

*Excludes Chicago because reporting methods differ from FBI standards.
Source: Calendar 2010 FBI Uniform Crime Report (preliminary report).
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Major Felony Crime in Transit System

2,700

1,200

Major Felony Crime in City Schools

2,554 1,164
2,346 2,321 1,042
» 2,196 21060 200 53
/ 839 —
600
9200
300
0 o
FY 2007 FY 2008 FY 2009 FY 2010 FY 2011 FY 2007 FY 2008 FY 2009 FY 2010 FY 2011
Actual Target
Performance Statistics Updated
(data is preliminary and subject to further revision) FYO07 FYO08 FY09 FY10 FY11 FY11 FY12
* Major felony crime 123,136 119,052 110,828 105,702 105496 * *
- Murder and non-negligent manslaughter 557 516 473 494 526 * *
X - Forcible rape 944 876 762 860 1,138 * *
X - Robbery 22,324 22,236 20,641 18,794 19,495 * *
* - Felonious assault 17,047 16,989 16,112 16,906 17,743 * *
X - Burglary 21,968 20,913 19,584 19,617 18,423 * *
* - Grand larceny 45,818 44,799 41,468 38,295 38,193 * *
X - Grand larceny auto 14,478 12,723 11,788 10,736 9,647 * *
* Major felony crime in housing developments 4,808 4,686 4,275 4,090 4,406 * *
* Major felony crime in transit system 2,554 2,346 2,196 2,060 2,321 * *
Crime related to domestic violence - Murder NA NA NA 68 85 * *

- Rape NA NA NA 351 502 * *

- Felonious assault NA NA NA 4,777 5,870 * *
Narcotics arrests 107,331 110,746 107,294 106,655 106,840 * *

- Felonies 31,373 30,760 27,370 24,575 21,909 * *

- Misdemeanors 75,233 79,291 79,159 81,273 84,011 * *

- Violations 725 695 765 807 920 * *

Gun arrests 6,855 6,794 6,355 6,097 5,881 * *
Juvenile arrests for major felonies 4,469 4,373 4,207 4,028 3,767 * *
% School safety - seven major crimes 1,164 1,042 902 839 801 * *
- Murder 0 0 0 1 0 * *
- Rape 5 0 5 2 6 * *
- Robbery 192 140 146 147 131 * *
- Felonious assault 246 248 231 240 269 * *
- Burglary 137 138 104 81 86 * *
- Grand larceny 579 514 414 361 307 * *
- Grand larceny auto 5 2 2 7 2 * *

School safety - Other criminal categories 4,635 4,533 3,559 3,302 3,089 * *

- Other incidents 8,687 7,456 5,843 5,354 5,119 * *
Gang motivated incidents 713 577 335 228 303 * *
Counterterrorism training (hrs) - Uniformed members 259,504 342,498 286,478 239,131 209,081 * *

- Non-members 27,181 26,524 77,139 80,940 80,527 * *

% Critical Indicator ~ “NA” - means Not Available in this report



v' Enhance traffic safety for City residents

* The total number of traffic fatalities decreased 9 percent, from 259 in Fiscal 2010 to 236 in Fiscal
2011.

¢ In Fiscal 2011 DWI-related fatalities decreased 50 percent compared to Fiscal 2010, resulting in 10
fewer fatalities.

Actual Target
Performance Statistics Updated
(data is preliminary and subject to further revision) FYo7 FYo08 FY09 FY10 FY11 FY11 FY12
Traffic fatalities (motorists/passengers) 136 123 98 97 78 * *
Traffic fatalities (bicyclists/pedestrians) 174 177 178 162 158 * *
Total moving violation summonses (000) 1,250 1,227 1,226 1,262 1,189 * *
- Summonses for hazardous violations 874,929 879,221 889,776 903,746 843,171 * *
- Summonses for prohibited use of cellular phones 177,665 190,589 211,658 231,345 197,746 * *
DWi-related fatalities 18 25 26 20 10 * *

* Critical Indicator ~ “NA” - means Not Available in this report

V" Improve the quality of life for City residents.

* The Department continued to address quality-of-life conditions in Fiscal 2011, issuing 14,030
summonses for unreasonable noise. This represents a decrease compared to Fiscal 2010; however,
this was an increase compared to Fiscal 2009.

Actual Target
Performance Statistics Updated
(data is preliminary and subject to further revision) FYo7 FY08 FY09 FY10 FY11 FY11 FY12
Quality-of-life summonses 597,595 527,027 544213 556,637 538,024 * *
- Unreasonable noise summonses 12,286 15,012 13,660 17,056 14,030 * *

% Critical Indicator ~ “NA” - means Not Available in this report

v Improve police/community relations by providing courteous, professional and timely service.

¢ Although average response time to all crimes in progress increased slightly in Fiscal 2011, it was
faster than in Fiscal 2001 when the Department had approximately 4,800 more officers. Compared to
Fiscal 2001, when average response time to all crimes in progress was 10.1 minutes, average
response time has decreased 17 percent.

Actual Target
Performance Statistics Updated
(data is preliminary and subject to further revision) FYo7 FY08 FY09 FY10 FY11 FY11 FY12
* Average response time to all crimes in progress
(minutes) - Citywide (all categories) 6.9 7.3 7.3 75 84 * *

- Critical 4.2 4.3 4.3 4.4 4.6 * *

- Serious 5.6 5.6 5.7 58 6.2 * *

- Non-critical 1.7 124 12.3 121 12.9 * *
Average arrest to complaint sworn time (hours) - Citywide 9.8 10.5 10.4 10.2 10.5 * *
Courtesy, Professionalism and Respect (CPR) testing - Tests
conducted 7,581 8,214 7,958 8,150 8,379 * *

- Exceptionally good 16 15 1 8 4 * *

- Acceptable 7,523 8,137 7,909 8,099 8,335 * *

- Below standard 42 62 38 43 40 * *

* Critical Indicator ~ “NA” - means Not Available in this report
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Actual Target
Performance Statistics Updated
(data is preliminary and subject to further revision) FYO07 FYO08 FY09 FY10 FY11 FY11 FY12
Total civilian complaints against members of the service 7,662 7,488 7,661 6,954 6,259 * *
Tort cases commenced 1,212 1,425 1,536 1,700 1,563 * *
Tort dispositions 1,153 1,286 1,379 1,594 1,637 * *
Tort payout ($000) $61,123.1 $80,047.1 $117,692.4 $87,765.3 $99,795.6 * *

 Critical Indicator

“NA” - means Not Available in this report

Agency Customer Service

The New York City Police Department serves its customers through its call centers, walk-in facilities,

website and correspondence.

NYPD Citywide
NYPD Citywide NYPD Citywide Change 2010 Change 2010

Indicator FY10 FY10 FY11 FY11 to 2011 to 2011
Average call wait time (min:sec) 00:02 01:19 00:02 01:39 0% 25%
Service requests meeting expected time of action (%) 95.5% 79.1% 94.8% 82.1% -0.7% 3%
Facility Rating by Customers Observing and Reporting
Experiences Program (Scale = 0-100) 70 83 86 85 23% 2%
Number of 311 inquiries (fo MMR agencies) 884,640 7,489,368 878,387 7,252,869 -1% -3%
Number of completed customer requests for
interpretation 259,696 1,786,715 258,830 1438872 0% -19%
311 Customer Service Center Requests for Service

Target - Actual - % Target - Actual - %

Total 2010 Days 2010 Days Meeting Total 2011 Days 2011 Days Meeting
Top Service Requests 2010 toAction  toAction 2010 Target 2011 toAction  toAction 2011 Target
Blocked Driveway - No Access 39,620 0.3 0.1 94% 42,608 0.3 0.1 94%
Commercial Noise 22,306 0.3 0.1 97% 19,369 0.3 0.1 96%
Noise - Street/Sidewalk 22,860 0.3 0.1 97% 16,803 0.3 0.1 96%
Residential Noise - Banging/Pounding 32,769 0.3 0.1 94% 32,539 0.3 0.1 94%
Residential Noise - Loud Music/Party 85,306 0.3 0.1 96% 72,606 0.3 0.1 95%
311 Customer Service Center Inquiries
% of NYPD Rank % of NYPD Rank
Total Inquiries in#of Calls  Total Inquiries in # of Calls

Top NYPD-related Inquiries 2010 in 2010 in 2010 2011 in 2011 in 2011
Noise from Neighbor 141,130 16% 1 127,635 15% 1
Find a Police Precinct or PSA by Location 111,216 13% 2 101,323 12% 2
Blocked Driveway - Vehicle 60,571 7% 4 65,891 8% 3
Find a Police Precinct or PSA by Name 66,748 8% 3 63,529 7% 4
Hot Transfer 911 49,012 6% 5 61,725 7% 5




Agency Resources
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A c t u al Preliminary Updated
Agency Resources FYo7 FY08 FY09 FY10 FY11 FY11' FY12' FY122
Expenditures ($ millions)3 $3,856.2 $4,148.7 $4,469.2 $4,666.9 $4,8304 $4,8765 $4,450.2 $4,549.8
Revenues ($ millions) $102.0  $1050 $104.8 §$100.2 $1000 $101.5 $103.3  $100.5
Personnel (uniformed) 35548 35405 35641 34636 33,777 34420 34413 34413
Personnel (civilian) 16,409 16,572 16,663 16,079 15894 16,082 15,660 15,626
Overtime paid ($000) $425,994 $475,694 $504,623 $538,381 $509,884 * * *
Capital commitments ($ millions) $87.3 $100.9  $146.1  $805.5  $80.1 $256.3  $41.8 $143.1
Work Experience Program (WEP) participants assigned 74 131 167 247 231 * * *

1January 2011 Financial Plan

2Authorized Budget Level

3Expenditures include all funds

“NA” means Not Available in this report

Noteworthy Changes, Additions or Deletions

None

For more information please visit the website at: www.nyc.gov/nypd
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FIRE DEPARTMENT

Salvatore J. Cassano, Commissioner

Key Public Service Areas Critical Objectives

v Protect lives and property from fire * Ensure prompt response time to fires and other, non-fire emergencies.
hazards and other emergency * Reduce the risk of fire incidents through quality inspections, investigations
conditions. and public education.

v" Provide quick, efficient and high-quality °
response to medical emergencies.

Ensure prompt response time to medical emergencies.

Performance Report

Scope of Agency Operations v Protect lives and property from fire hazards and other emergency conditions.

The Fire Department (FDNY) responds to
fires, public safety and medical
emergencies, natural disasters and terrorist
acts to protect the lives and property of
City residents and visitors. The
Department advances fire safety through
its fire prevention, investigation and
education programs, as well as contributes
to the City's homeland security efforts.
The Department responds to more than
276,000 fire and non-fire related
emergencies and more than 1.2 million
medical emergencies each year, and
maintains approximately 250 firchouses
and ambulance stations.

Structural, Nonstructural,
and Nonfire, Nonmedical Emergencies

280,000

197,285 205,735 207,572
210,000
L]
140,000
70,000 °

20,289 17,670 17,784 17,189 17,462
0 m m m @ m

FY 2007 FY 2008 FY 2009 FY 2010 FY2011

W Structural Fires Nonstructural Fires B Nonfire, Nonmedical Emergencies

Citywide average response time to structural fires was 4:03 in Fiscal 2011.
This was faster than target, but 4 seconds slower than in Fiscal 2010,
which can be attributed, in part, to a 14 percent increase in serious fires.
One second of the increase is attributed to the two-day blizzard in
December 2010.

The combined average time for fire units to respond to structural fires and
medical emergencies increased 3 seconds in Fiscal 2011.

The number of structural fires decreased less than 1 percent and
nonstructural fires increased 2 percent.

Fire safety education presentations increased 35 percent in Fiscal 2011.
Presentations at the Fire Zone accounted for nearly half of the increase.
Outreach programs with various agencies and community groups, in
addition to improved tracking of presentations through automation and
centralization of data, contributed to the increase.

Civilian fire fatalities increased from 67 in Fiscal 2010 to 68 in Fiscal
2011.

Firefighter burns sustained in service increased 45 percent compared to
Fiscal 2010. Firefighter injuries increased 3 percent. The Department's
Safety Command is investigating the cause of all burns in order to provide
recommendations to prevent similar incidents from occurring.
Additionally, FDNY's Research and Development unit continually
evaluates protective clothing and equipment to ensure that personnel have
the best available safety equipment. The Division of Training also
provides follow-up instruction on the proper use and donning of protective
clothing and gear.

Completed fire prevention inspections, performed by FDNY inspectors
who visit sites to ensure compliance with the City’s Fire Code, increased 6
percent.

Field force inspections, performed by fire units who visit commercial and
residential buildings within designated areas, decreased 13 percent.
Inspections of commercial and residential buildings decreased 4 percent
and 19 percent, respectively. The decrease was mainly due to interruptions
in inspection duty caused by severe summer and winter weather during
Fiscal 2011.

Investigations by fire marshals into the causes and origins of fires and
other fire-related offenses increased 3 percent in Fiscal 2011.
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Actual Target
Updated
Performance Statistics FYo7  FYyo8 FY09 FY10 FYy11  FYH1  FY12
* Average response time to structural fires (minutes:seconds) - Citywide ~ 4:29 4:22 4:05 3:59 4:03 4:15 4:08
- Manhattan 4:33 4:26 4:09 4:08 4:09 4:19 4:16
- Bronx 4:36 4:29 411 4:05 411 4:21 4:16
- Brooklyn 4:04 3:57 3:44 3:32 3:37 3:54 3:42
- Queens 4:56 4:47 4:27 4:20 4:23 4:37 4:26
- Staten Island 4:49 4:45 4:28 4:30 4:34 4:38 4:38
* Average response time to structural fires and medical emergencies by fire
units (minutes:seconds) 4:24 4:20 4:13 4:15 4:18 * *
% Serious fires per 1,000 structural fires 114 108 97 92 105 * *
Average annual cost of an engine company ($ millions) $5.0 $5.3 $5.9 $6.6 $6.6 * *
Average annual cost of a ladder company ($ millions) $5.9 $6.2 $6.9 §7.7 $8.0 * *
X Civilian fire fatalities 92 85 78 67 68 * *
* Firefighter burns 428 354 252 240 347 * *
X Firefighter injuries 11,516 10,332 10,607 10,914 11210 * *
Fire safety education presentations 8121 8586 8,055 5952 8,007 * *
Completed inspections performed by fire prevention staff 180,508 162,474 167,844 164,395 173,695 162,000 162,000
Field force inspections 48,540 56,383 61,732 57,719 50,139 * *
- Commercial buildings 20,631 24568 26599 23,335 22336 * *
- Residential buildings 27,909 31,815 35133 34,384 27803 * *
Investigations 5971 5940 6,118 6,339 6525 * *

* Critical Indicator ~ “NA” - means Not Available in this report

v Provide quick, efficient and high-quality response to medical emergencies.

* Average response time to life-threatening medical emergencies by ambulance units was 7:00 in Fiscal
2011, 19 seconds slower than in Fiscal 2010. Fourteen of the 19 second increase occurred during the
two-day blizzard in December 2010; the remaining 5 second increase is attributable to the aftermath
of the blizzard and a 4.2 percent increase in life-threatening medical incidents citywide. Combined
response time to life-threatening medical emergencies by ambulance and fire units was 6:05, 18
seconds slower than in Fiscal 2010. The increase is 6 seconds when the effect of the two-day blizzard
in December 2010 is removed. Average response time to life-threatening medical emergencies by fire
units was 4:20. This was faster than target, but 3 seconds slower than in Fiscal 2010.

Actual Target
Updated

Performance Statistics FY07 FY08 FY09 FY10  FY11 FY11 FY12
* Average response time to life-threatening medical emergencies by
ambulance units (minutes:seconds) * 6:36 6:39 6:40 6:41 7:00 6:35 6:35
Average response time to life-threatening medical emergencies by fire units
(minutes: seconds) 4:24 4:19 4:14 417 4:20 4:25 4:25
% Combined response time to life-threatening medical emergencies by
ambulance and fire units (minutes:seconds) 5:43 5:46 5:45 5:47 6:05 5:41 5:41
Response time of less than 10 minutes to Advanced Life Support medical
emergencies by Advanced Life Support ambulances (%) 80.6% 80.6% 804% 804% 80.5% 90.0% 90.0%
Average cost of ambulance tour per day ($) $1,453 $1457 $1,608 $1,733 $1,731 * *

* Critical Indicator ~ “NA” - means Not Available in this report



Agency Customer Service

The Fire Department serves its customers through its walk-in facilities, website and correspondence.

L:

FDNY Citywide
FDNY Citywide FDNY Citywide Change 2010 Change 2010
Indicator FY10 FY10 FY11 FY11 to 2011 to 2011
Average response time for email correspondence (days) 8 5 6 7 -25% 40%
Average response time for letters/mail correspondence
(days) 10 15 8 11 -20% 27%
Average wait time to speak with a customer service agent
at a walk-in facility (min:sec) 14:00 28:00 11:00 37:00 21% 32%
Facility Rating by Customers Observing and Reporting
Experiences Program (Scale = 0-100) 77 83 91 85 17% 2%
Number of 311 inquiries (to MMR agencies) 51,909 7,489,368 49,128 7,252,869  -5% -3%
Number of agency customers surveyed for overall
customer satisfaction 516 960,685 NA 1,021,939  NA 6%
Number of completed customer requests for interpretation 2,871 1,786,715 2,737 1,438,872  -5% -19%
311 Customer Service Center Inquiries
% of FDNY Rank % of FDNY Rank

Total Inquiries in#of Calls  Total Inquiries in # of Calls
Top FDNY-related Inquiries 2010 in 2010 in 2010 2011 in 2011 in 2011
Fire Hazard Complaint 7,474 14% 1 7,245 15% 1
Ambulance Patient Locator 6,218 12% 2 5,968 12% 2
Locate a Firehouse - Brooklyn 4,280 8% 3 3,989 8% 3
Locate a Firehouse - Manhattan 3,788 7% 4 3,236 7% 4
Locate a Firehouse - Queens 2,920 6% 6 2,613 5% 5
Agency Resources

A c u a Preliminary Updated

Agency Resources FY07 FY08 FY09 FY10 FY11 FY11' FY12' FY12
Expenditures ($ millions)’ $1,4445 $1521.3 $1,592.7 $1,670.0 $1,792.8 $1,784.3 $1,6249 $1,671.0
Revenues ($ millions) $67.5 $69.9 $77.0 §78.7 $81.8 $80.0 $81.6 $80.3
Personnel (uniformed) 11,522 11585 11,459 11,080 10,646 10,911 10,282 10,787
Personnel (civilian) 4,694 4,805 4,771 4,890 5,106 4,913 4,884 4,857
Overtime paid (3000) $178,170 $178,864 $169,387 $196,948 $232,863 * * *
Capital commitments ($ millions) $1188  $121.0 $71.0 $135.6  $94.4 $1937  $8838 $123.0
Work Experience Program (WEP) participants assigned 16 2 49 16 23 * *

1January 2011 Financial Plan 2puthorized Budget Level 3Expenditures include all funds

“NA” means Not Available in this report

N~
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Noteworthy Changes, Additions or Deletions
* The Department revised the Fiscal 2010 value for ‘firefighter burns’ to reflect updated data.

For more information please visit the website at: www.nyc.gov/fdny
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Key Public Service Areas

v' Ensure City government’s
preparedness in the event of an
emergency or other incident affecting
citizens’ health and safety.

v' Coordinate and support multi-agency
response to complex or large-scale
emergency conditions.

v Prepare New York City residents and
private sector entities for emergency
situations.

W] OFFICE OF EMERGENCY MANAGEMENT

Joseph F. Bruno, Commissioner

Critical Objectives

Initiate multi-agency responses to emergency conditions.

Ensure that the Citywide Incident Management System protocol is
followed by all City agencies.

Conduct citywide drills.

Support City agency emergency preparedness.

Increase volunteerism and citizen emergency preparedness.

Promote private sector emergency preparedness and business continuity
efforts.

Scope of Agency Operations
The Office of Emergency Management
(OEM) coordinates and supports multi-
agency responses to, and regularly
monitors, emergency conditions and other
potential incidents that affect public health
and safety in the City, including severe
weather, natural hazards and disasters,
power outages, transportation incidents,
labor disruptions, aviation disasters and
acts of terrorism. OEM develops and
continually revises many of the City’s
emergency response plans, including those
for coastal storms, extreme winter weather,
heat emergencies, power disruptions, and
debris management. OEM educates
residents and businesses on the need for
preparedness and supports the efforts of
City and other government agencies and
private and non-profit entities in
emergency planning, interagency training
and exercises and business continuity
planning. OEM operates the City's
Emergency Operations Center and makes
recommendations about the City's
emergency response capabilities. As the
City's primary liaison with the U.S.
Department of Homeland Security for
consequence management, OEM oversees
the City's compliance with federal
preparedness and emergency response
requirements.

Performance Report

v
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Ensure City government’s preparedness in the event of an emergency or
other incident affecting citizens’ health and safety.

The number of full- Drills/Exercises
scale and functional

exercises/drills &0

decreased by five 50 50

exercises compared
to Fiscal 2010 due to
the fact that during
Fiscal 2011 OEM
focused on “NYC
Resilience,” a multi-
day series of drills
and workshops
designed to test the
City’s response to a
mass-casualty
incident. The number
of tabletop exercises increased by one because OEM prepared for “NYC
Resilience” by conducting several smaller-scale tabletop exercises.

The number of participants at instructor-led emergency management
training sessions increased 9 percent due to the expansion of the agency
curriculum to include additional items, such as preparedness for extreme
summer and winter weather, Emergency Operations Center operations,
and field response and support.

45 a3 42 42

FY 2007 FY 2008 FY 2009 FY2010 FY2011

Actual Target
Updated

Performance Statistics FY07  FY08 FY09 FY10  FY11 FY11  FY12
* Full-scale and functional
exercises/drills 5 5 9 1 6 4 4
X Tabletop exercises 5 9 5 4 5 4 4
Participation in drills coordinated by
other agencies or organizations 33 36 36 27 31 * *
Participants at instructor-led emergency
management training sessions 1174 1,719 977 1,822 1990 1,500 1,500

* Critical Indicator

“NA” - means Not Available in this report
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v" Coordinate and support multi-agency response to complex or large-scale emergency conditions.

* During Fiscal 2011 the total number of incident responses and those monitored from Watch
Command increased by 2 percent and 5 percent, respectively, compared to Fiscal 2010.

Actual Target
Updated
Performance Statistics FYo7  FY08 FY09 FY10 FYM FY11 FY12
Total incident responses 2471 2531 2,748 2901 2955 * *
Incidents monitored from Watch Command 2214 2181 2172 2285 2,399 * *
Emergency Operations Center activations 1 10 7 14 14 * *

* Critical Indicator ~ “NA” - means Not Available in this report

v" Prepare New York City residents and private sector entities for emergency situations.

* During the reporting period emergency preparedness education of residents and private/non-
profit/government groups decreased; however, the number of Ready New York presentations
increased by 45 percent from 355 in Fiscal 2010 to 515 in Fiscal 2011. During Fiscal 2011 OEM
focused on smaller events, providing outreach to more vulnerable populations, such as the elderly,
low-income households, and residents living in coastal flood zones.

*  Community Emergency Response Team (CERT) volunteer hours increased 61 percent in Fiscal 2011.

* Agency website page views and Ready New York guides viewed online increased significantly due to
OEM’s ongoing advertising and outreach campaigns.

Actual Target
Updated

Performance Statistics FYo7  FYo8 FY09 FY10 FYy11  FYH1  FY12
Emergency preparedness education of residents - by OEM staff 4092 2428 8940 27,161 14,290 5,000 15,000
Emergency preparedness education of residents - by Agency partners using
OEM curriculum NA 17,626 8491 8869 10277 * *
Emergency preparedness education - private/non-profit/government 4508 2,849 2134 1592 1,166 2,400 2,400
s Community Emergency Response Team (CERT) volunteer hours 7454 11,687 17,698 15290 24,636 * *
CERT members trained NA NA 469 211 230 * *
* Ready New York guides viewed online 58,680 76,793 77,705 154,901 272,877 * *

* Critical Indicator ~ “NA” - means Not Available in this report

Agency Customer Service

The Office of Emergency Management serves its customers through its website and correspondence.

OEM Citywide
OEM Citywide OEM Citywide Change 2010 Change 2010
Indicator FY10 FY10 FY11 FY11 to 2011 to 2011
Average response time for email correspondence (days) 8 5 10 7 25% 40%
Average response time for letters/mail correspondence
(days) 3 15 6 " 100% -27%
Number of 311 inquiries (to MMR agencies) 5,894 7,489,368 13,564 7,252,869  130% -3%
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311 Customer Service Center Inquiries

% of OEM Rank % of OEM Rank

Total Inquiries in#of Calls  Total Inquiries in # of Calls
Top OEM-related Inquiries 2010 in 2010 in 2010 2011 in 2011 in 2011
Cooling Center Locations 1,054 18% 2 6,265 46% 1
Abandoned Vehicle Due to Snow
(Blizzard 2010) NA NA NA 1,983 15% 2
Report Damages Caused by September 16
Storm NA NA NA 1,345 10% 3
Ready New York Guide 515 9% 6 684 5% 4
Notify NYC - Telephone Registration 759 13% 3 446 3% 5
Agency Resources

A c t u al Preliminary Updated

Agency Resources FYo7 FY08 FY09 FY10 FY11 FY11' Fy12' FY12
Expenditures ($ millions)’ $14.9 $17.8 $20.0 $27.2 $55.8 $55.9 $23.1 $30.5
Personnel 74 101 109 110 112 36 31 28
Overtime paid ($000) $1,032  $933 $1232  $1506 $4.441 * * *

1January 2011 Financial Plan 2puthorized Budget Level

3Expenditures include all funds

“NA” means Not Available in this report

Noteworthy Changes, Additions or Deletions

* OEM renamed two statistics to more accurately describe what is measured. ‘Field exercises/drills’
was renamed ‘full-scale and functional exercises/drills’ and ‘employees trained in emergency
response’ was renamed ‘participants at instructor-led emergency management training sessions.’

For more information please visit the website at: www.nyc.gov/oem
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Key Public Service Areas

V" Provide a safe and secure environment
for inmates, staff and host
communities.

v Prepare inmates for return to their
neighborhoods as civil and contributing
members.

v" Provide victim-focused and victim-
friendly services.

Scope of Agency Operations
The Department of Correction (DOC)
provides for the care, custody and control
of persons 16 years of age and older,
accused of crimes or convicted and
sentenced to one year or less of
incarceration. The Department operates
14 inmate facilities, including ten on
Rikers Island, court pens in each of the
five boroughs, and two prison hospital
wards; handles approximately 90,000
admissions each year, and manages an
average daily inmate population of
approximately 13,000 individuals.

Inmate Population and Length of Stay

15,000 987 13,850 4 790
13,98 % 13,362 13,049 12,79
y

12,000
9,000

6000 48.9

47.1
3,000

FY07 FY 08 FY 09 FY 10 FY11

Average Daily Inmate Population  «S=Length of Stay

DEPARTMENT OF CORRECTION

Dr. Dora B. Schriro, Commissioner

Critical Objectives

Ensure the security and safety of inmates while in custody and reduce
inmate violence in correctional facilities.

Ensure that uses of force are authorized and appropriate.

Provide inmates with timely access to health services.

Efficiently manage bed capacity and cell maintenance and repairs in a
timely manner.

Ensure timely transport of inmates to courts throughout the City.
Increase access to programs, including educational opportunities, jobs
training, and mental health and substance abuse services.

Notify crime victims when inmates are released and provide inmate
information to the public.

Performance Report

v
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Provide a safe and secure environment for inmates, staff and host
communities.

The anti-violence initiatives that the Department implemented took hold
and resulted in a measurable decrease in violent incidents during the last
six months of Fiscal 2011. These initiatives include both strategies to
prevent violence and to aggressively respond to violent incidents that do
occur. The rate of serious injury to inmates as a result of violent inmate-
on-inmate incidents, decreased by eight percent from a rate of 1.3 in the
first four months of the fiscal year to 1.2 for the entire fiscal year, and the
rate of inmate-on-inmate violent incidents, which includes
slashings/stabbings and inmate fights, decreased by one percent this fiscal
year, when compared to Fiscal 2010. Fights among adolescents, the
segment of the population most often involved in fights, decreased by 39
percent when comparing the first to the last six months of Fiscal 2011.
The Department began reporting two new measures in Fiscal 2011:
‘inmate assaults on staff (monthly rate per 1,000 ADP)’ and ‘serious injury
to staff as a result of an inmate assault (per 1,000 ADP).” The number of
staff assaults resulting in a serious injury to staff decreased by 12 percent,
despite an increase in inmate assaults on staff in Fiscal 2011. DOC
continues to aggressively investigate and arrest inmates who commit
crimes in custody, including those who assault staff. In Fiscal 2011 jail-
based arrests increased 22 percent.

The number of incidents and allegations of use of force this fiscal year
increased two percent compared to Fiscal 2010. Allegations of use of
force decreased by 13 percent, and use of force incidents increased by five
percent. The number of use of force incidents resulting in serious injury
rose from 128 in Fiscal 2010 to 142, an increase of 11 percent, and the
number of use of force incidents resulting in a minor or no injury rose
from 1743 to 1824, an increase of five percent. Since January 2011, the
Department has tracked all use of force incidents, including those that
result in no injury and plans to begin reporting this indicator in Fiscal
2012. From January through June 2011, 40 percent of use of force
incidents resulted in no injury to either staff or inmates. The Department
has focused on minimizing injury during necessary uses of force and on

151



152

utilization of chemical spray (OC spray) to intervene in violent incidents. Uniformed staff used OC
spray in about 45 percent of use of force incidents this year, a six percentage point increase over
Fiscal 2010.

The Department is conducting more frequent and thorough searches in facilities with higher rates of
violent incidents. As a result, the number of weapons the Department recovered increased by 57
percent this year when compared to Fiscal 2010, while the number of searches the Department
conducted increased by six percent.

The rate of non-natural inmate deaths remained flat this fiscal year when compared to Fiscal 2010.
Two suicides occurred in Fiscal 2010 and in Fiscal 2011. No inmate escaped from custody in Fiscal
2011, a decrease after one escape took place in Fiscal 2010.

The average clinic waiting time decreased by three percent in Fiscal 2011 compared to Fiscal 2010,
despite a small increase in the total number of clinic visits. This decrease is attributable to
efficiencies gained by improved oversight of medical follow-up and specialty care, which reduced the
number of daily sick-call visits to the clinic by inmates requesting follow-up care. The largest
decrease in clinic waiting time occurred in the jail with the largest volume of clinic visits, where the
waiting time decreased by 13 percent in Fiscal 2011.

Actual Target
Updated

Performance Statistics FYO7  FY0O8  FY09  FY10  FY11 FY11  FY12
Incidents and allegations of Department use of force 1,751 1915 2196 2,222 2272 * *
* Violent inmate-on-inmate incidents (monthly rate per 1,000 ADP) NA NA 21.7 24.3 24.2 * *
% Serious injury to inmate(s) as a result of violent inmate-on-inmate
incidents (monthly rate per 1,000 ADP) NA NA NA NA 1.2 * *
X Inmate assault on staff (monthly rate per 1,000 ADP) NA NA 2.9 3.2 35 * *
* Serious injury to staff as a result of inmate assault on staff (monthly rate
per 1,000 ADP) NA NA NA NA 0.3 * *
Jail-based arrests of inmates 738 751 567 526 642 * *
Fight/assault infractions 6,576 6,109 6696 7475 7431 * *
Searches 192,398 208,440 214,605 203,403 215,038 * *
Weapons recovered 2472 1439 1295 1213 1901 * *
* Escapes (monthly rate per 1,000 ADP) NA NA 0.01 0.01 0.00 * *
* Non-natural inmate deaths in custody (monthly rate per 1,000 ADP) NA NA 0.00 0.01 0.01 * *
Inmate health clinic visits 99,057 88,110 92,558 86,130 79,385 * *

- Average clinic waiting time (minutes) 27 27 23 30 29 * *
Jail-cells unavailable (short-term repair)(%) 08% 09% 08% 09% 12% 1.0% 1.0%
* Population as percent of capacity (%) 95% 95% 93% 93% 94% 96% 96%
Average cost per inmate per year ($) $67,310 $68,263 $73,974 $75,737 $80,354 * *
Inmates delivered to court 326,735 317,612 307,149 285,366 269,526 * *
On-trial inmates delivered to court on time (%) 99.8% 994% 996% 99.7% 97.5% 95.0% 95.0%

% Critical Indicator ~ “NA” - means Not Available in this report

v Prepare inmates for return to their neighborhoods as civil and contributing members.

The percent of inmates participating in skills-building activities/discharge planning, a new indicator
introduced in Fiscal 2011 and first reported in the Fiscal 2011 Preliminary Mayor’s Management
Report, rose from nine percent in the first four months of the fiscal year to ten percent for the entire
year. Since the beginning of the fiscal year the Department has increased opportunities for inmate
participation in skills-building activities, including job-readiness programs, parenting programs
provided through grant funds, and the “Daddy and Me” literacy and parenting program provided in
conjunction with the New York Public Library.



Actual Target
Updated
Performance Statistics FY07 FY08 FY09  FY10 FY11  FY11  FY12
* Inmates with a mental health diagnosis (% ADP) NA NA 271.0% 29.0% 320% * *
Average daily attendance in school programs 767.0 8650 8330 8140 7820 750.0 750.0
Average daily number of inmates in vocational skills training programs 125 125 188 193 161 * *
 Inmates participating in skills-building activities/discharge planning (%) ~ NA NA NA NA 10.0% * *

% Critical Indicator ~ “NA” - means Not Available in this report

v" Provide victim-focused and victim-friendly services.

* Victim Identification and Notification Everyday (VINE) registrations increased dramatically since
Fiscal 2010, when the Department added a VINE registration link to its website. Members of the
public recorded 20,558 VINE registrations in Fiscal 2011. As a result of the increase in registrations
during the last two years, VINE confirmed notifications increased by 32 percent in Fiscal 2011, from

24,553 to 32,604.

» Average response time for letters/mail correspondence (days)’ increased from two to 11 days between
Fiscal 2010 and Fiscal 2011. With the creation of the Office of Constituent Services, the Department
now first acknowledges receipt of all constituent correspondence and then responds with substantive
information when appropriate, including the results of preliminary investigations into complaints.
Previously, the DOC only acknowledged receipt of correspondence.

Actual Target
Updated
Performance Statistics FY07 FY08 FY09 FY10 FY11  FY!1  FY12
Victim Identification Notification Everyday (VINE) system registrations 4661 5475 8,020 32,308 20,558 * *
VINE confirmed notifications 3464 4982 7,007 24553 32,604 * *

% Critical Indicator ~ “NA” - means Not Available in this report

Agency Customer Service

The Department of Correction serves its customers through its walk-in facilities, website and

correspondence.
DOC Citywide

DOC Citywide DOC Citywide Change 2010 Change 2010
Indicator FY10 FY10 FY11 FY11 to 2011 to 2011
Average response time for email correspondence (days) 6 5 4 7 -33% 40%
Average response time for letters/mail correspondence
(days) 2 15 1" 1" 450% -27%
Number of 311 inquiries (to MMR agencies) 132,987 7,489,368 107,150 7,252,869  -19% -3%

153



154

311 Customer Service Center Inquiries

% of DOC Rank % of DOC Rank

Total Inquiries in#of Calls  Total Inquiries in # of Calls
Top DOC-related Inquiries 2010 in 2010 in 2010 2011 in 2011 in 2011
Rikers Island Property Pickup Request 46,503 35% 1 34,936 33% 1
Inmate Information - Holding Location or
Release Date 21,263 16% 2 19,775 18% 2
Inmate Information - Visitor Rules and
Schedules 16,468 12% 3 13,822 13% 3
Inmate Information - Jail Phone Number 14,195 1% 4 8,592 8% 4
Inmate Information - Book and Case Number 5,548 4% 5 5178 5% 5

Agency Resources

A c¢c t u a l

Preliminary Updated

Agency Resources FYO07 FY08 FY09 FY10 FY11 FY11' FY12' FY122
Expenditures ($ millions)s $949.8  $965.7  $1,010.2 $1,012.0 $1,049.9 $1,036.6 $1,0209 $1,022.8
Revenues ($ millions) $19.3  $198  $21.3  $23.1 $228  $22.1 $20.0 $23.5
Personnel (uniformed) 9,203 9,149 9,068 8,772 8,456 8,638 8,437 8,404
Personnel (civilian) 1,458 1,484 1,485 1,444 1,423 1,739 1,727 1,752
Overtime paid (3000) $100,687 $107,404 $98,847 $97,435 $101,864 * * *

Capital commitments ($ millions) $44.1 $5.7 $403  $675  $69.0  $256.4  $131.9  $304.8
1January 2011 Financial Plan 2puthorized Budget Level 3Expenditures include all funds “NA” means Not Available in this report

Noteworthy Changes, Additions or Deletions
* The Department has made revisions to the indicator ‘average cost per inmate per year ($)’ for fiscal

years 2008, 2009 and 2010 to accurately reflect actual versus estimated costs.

For more information please visit the website at: www.nyc.gov/doc




Key Public Service Areas

v" Monitor and enforce the conditions of
probation.

v'Maximize appropriate use of
alternatives to Family Court and
detention and out-of-home placement
for juveniles.

Scope of Agency Operations
The Department of Probation (DOP)
contributes to public safety by monitoring
and enforcing conditions of probation, and
by creating opportunities for individuals to
lead productive, successful lives. The
Department is required to supply
information and recommendations to the
courts on both adult and juvenile cases.
Pre-Sentence Investigations are provided
to the courts on all convicted adults to aid
in sentencing. Investigations and
Recommendations Reports are prepared
for the Family Court to aid in the decision-
making on delinquency, custody,
visitation, neglect and adoption cases. The
Department provides intake services,
investigations and/or probation supervision
for more than 60,000 adults and 20,000
juveniles each year.

DEPARTMENT OF PROBATION

Vincent N. Schiraldi, Commissioner

Critical Objectives

Reduce the number of crimes committed by probationers.

Reduce detention and out-of-home placement of juvenile probationers.
Reduce reliance on Family Court for intervention in juvenile delinquency
cases.

Performance Report

v" Monitor and enforce the conditions of probation.

The average monthly violation rate for both adults and juveniles fell in
Fiscal Year 2011 compared to Fiscal Year 2010; the adult rate fell from 1.6
percent to 1.0 percent, while the juvenile rate fell from 2.7 percent to 2.1
percent. DOP is now utilizing a graduated responses protocol to intervene
before misconduct is referred to court, and more proactively reach out to
probationers in jeopardy of violating the conditions of their probation.
The average monthly rearrest rate for adult probationers rose one tenth of
one percent during the reporting period and the average monthly rearrest
rate for juvenile probationers remained unchanged. When viewed as a
percentage of all NYPD rearrests, adult probationer rearrests decreased by
one tenth of one percent and juvenile probationer rearrests remained
unchanged.

Actual Target
Updated
Performance Statistics FYo7 FY08 FY09 FY10 FY11  FY11  FY12
 Adult probationer rearrest rate
(monthly average)(%) 25% 27% 28% 30% 31% * *
% Juvenile probationer rearrest rate
(monthly average)(%) 16% 21% 25% 30% 3.0% * *
% Adult probationers arrested citywide
as a percentage of the NYPD arrest
report (monthly average) 29% 28% 27% 27% 26% *
% Juvenile probationers arrested
citywide as a percentage of the NYPD
arrest report (monthly average) 02% 02% 02% 03% 03% * *
Average monthly violation rate for adult
probationers (%) NA NA NA 1.6% 1.0% * *
Average monthly violation rate for
juvenile probationers (%) NA NA NA 2% 21% * *

* Critical Indicator

v

L]

“NA” - means Not Available in this report

Maximize appropriate use of alternatives to Family Court and detention and
out-of-home placement for juveniles.

As a result of interagency reform efforts led by the Administration for
Children’s Service, the Department of Probation, Corporation Counsel, the
Office of the Criminal Justice Coordinator and the Court system, New
York City is experiencing substantial progress in meeting the two
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interconnected goals of building stronger and safer communities while keeping young people in their
communities. The most recent data available show that while the percent of youth detained at
arraignment has decreased 28 percent since 2006, the percent of youth who are rearrested while their
cases are pending has also decreased by 31 percent. In addition, the City’s alternative to placement
program, the Juvenile Justice Initiative, has seen a 10 percent decrease in youth who are arrested
within one year of entry into the program.

The number of youth served by the Enhanced Supervision Program was 1,287, compared to 1,290 in
Fiscal 2010. The average daily enrollment in Esperanza, the City’s first home-based alternative to
placement program was 77 youth, down from 79 youth the previous fiscal year. These changes were
consistent with a decrease in the number of new juvenile supervision cases opened in Fiscal 2011.
The juvenile intake adjustment rate was 40 percent in Fiscal 2011, compared to 27.4 percent during
Fiscal 2010. Improved outreach and communication with complainants, new initiatives with service
providers, and continued collaboration with stakeholders contributed to the improvement.

Actual Target
Updated
Performance Statistics FYo7  FYO8 FY09 FY10 FYM1 FY11 FY12
Total probationers supervised in Enhanced Supervision Program (ESP) 988 1,083 1,197 1290 1,287 * *
Youth participating in Esperanza 79 51 67 79 77 * *
* Juvenile Delinquency cases eligible for adjustment (%) NA NA NA 2714% 40.0% * *

* Critical Indicator ~ “NA” - means Not Available in this report

Agency Customer Service

The Department of Probation serves its customers through its website and correspondence.

DOP Citywide
DOP Citywide DOP Citywide Change 2010 Change 2010

Indicator FY10 FY10 FY11 FY11 to 2011 to 2011
Average response time for email correspondence (days) 5 5 7 7 40% 40%
Average response time for letters/mail correspondence
(days) 9 15 12 1 33% -27%
Number of 311 inquiries (fo MMR agencies) 2,328 7,489,368 1,971 7,252,869  -15% -3%
Number of completed customer requests for
interpretation 20,835 1,786,715 19,393 1438872  -T% -19%
311 Customer Service Center Inquiries

% of DOP Rank % of DOP Rank

Total Inquiries in#of Calls  Total Inquiries in # of Calls

Top DOP-related Inquiries 2010 in 2010 in 2010 2011 in 2011 in 2011
Adult Probation Supervision - Brooklyn 614 26% 1 475 24% 1
Adult Probation Supervision - Queens 300 13% 4 293 15% 2
Adult Probation Supervision - Bronx 342 15% 3 292 15% 3
Adult Probation Supervision - Manhattan 352 15% 2 286 15% 4
Probation Warrant Enforcement 88 4% 6 96 5% 5




Agency Resources

A c t u a l Preliminary Updated
Agency Resources FYO07 FYO08 FY09 FY10 FY11 FY11' FY12! FY12?
Expenditures ($ millions)’ $80.7  $81.6  $82.1 $830  $86.2  $822  §757 $77.9
Revenues ($000) $190 $88 $4 $3 $198 $574 $1,021  $1,021
Personnel 1,251 1,224 1,149 1,169 1,024 1,192 1,092 1,064
Overtime paid ($000) $386 $285 $369 $246 $509 * * *

1January 2011 Financial Plan 2puthorized Budget Level 3Expenditures include all funds “NA” means Not Available in this report

Noteworthy Changes, Additions or Deletions
None

For more information please visit the website at: www.nyc.gov/probation
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Key Public Service Area

v Investigate and resolve claims of police
misconduct in a timely and efficient
manner.

CIvILIAN COMPLAINT REVIEW BOARD

Joan M. Thompson, Executive Director

Critical Objectives

Improve the quality, thoroughness and timeliness of case investigations.
Increase the number of cases mediated while decreasing the mediation
completion time.

Scope of Agency Operations
The Civilian Complaint Review Board
(CCRB) is an independent, non-police
agency with the authority to investigate
allegations of police misconduct and to
recommend action directly to the police
commissioner. The Board strives to
resolve complaints efficiently through
investigation and its mediation program
and reports on its activities and
achievements twice a year.

Complaints Received vs. Cases Completed

10,000

8,205
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B Complaints Received Cases Completed

Performance Report

v

L]

L]

Investigate and resolve claims of police misconduct in a timely and efficient
manner.

In Fiscal 2011 the public filed 10 percent fewer complaints of police
misconduct than in Fiscal 2010.

The age of the docket improved as the percentage of cases 13 months and
older decreased to 3 percent of the docket and the percentage of cases
aged 4 months and less increased to 70 percent.

The average time to complete a full investigation decreased 14 percent to
282 days, the fastest completion time since Fiscal 2004. Also, the average
time to complete a substantiated investigation decreased by 10 percent to
337 days. These improvements resulted in a 10 percentage point decrease
in substantiated complaints closed at 15 months and older. However, full
investigations as a percentage of total case closures decreased 6
percentage points to 30 percent of total cases closed.

Case closures per investigator declined 12 percent to 69 closures, mainly
as the result of two factors, the first was the decrease in complaints filed,
as fewer filings require fewer closures. The second factor was the decrease
in cases in CCRB’s Investigations Division open docket, from 2,544 open
cases in Fiscal 2009 to 1,586 in Fiscal 2010 to 1,551 in Fiscal 2011. If the
case closure per investigator rate is adjusted to the size of the caseload
available (new cases plus cases in the open docket), it would reflect a
slight increase in investigator productivity in Fiscal 2011, when
investigators closed 0.9 percent of all cases available, as opposed to 0.8
percent in Fiscal 2010 or 0.5 percent in Fiscal 2007.

During the reporting period closed allegations with findings on the merits
declined 6 percentage points, to 49 percent of all closed allegations. This
is the result of an increase in both the overall number of unsubstantiated
allegations and in allegations with unidentified police officers. Further, 60
percent of allegations of discourtesy and offensive language were
unsubstantiated in Fiscal 2011.

In Fiscal 2011 CCRB closed 417 cases through its mediation program
compared to 250 cases in Fiscal 2010. As a result, the percent of cases
mediated increased to 2.4 percent of total cases closed and the average
successful mediation case completion time increased 3 percent to 179
days.
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@ Actual Target

' W Updated
Performance Statistics FYo7  FYyo8 FY09 FY10 FYy11  FYH1  FY12
Total civilian complaints against uniformed members of the New York City
Police Department (Preliminary) 70662 7488 7661 6954 6259 * *

* Average number of days to complete a full investigation 291 306 343 327 282 280 280
Full investigations as a percentage of total cases closed (%) 36% 34% 31% 36% 30% * *
% Closed allegations with findings on the merits (%) 63% 56% 48% 55% 49% * *
% Case closures per investigator 51 58 64 78 69 * *
Age of docket (by date of report) (%)
- 0-4 months 67% 64% 64% 68% 70% 70% 70%
- 5-12 months 28% 31% 29% 28% 21% 26% 26%
- 13 months or older 5% 5% 7% 4% 3% 4% 4%
Age of cases when substantiated (by date of incident) (%)
- 0-5 months 20% 8% 1% 3% 5% 14% 14%
- 5-12 months 47% 44% 36% 40% 50% 48% 48%
- 12-14 months 19% 28% 26% 33% 30% 28% 28%
- 15 months or older 14% 20% 37% 24% 14% 10% 10%
% Officers disciplined (excluding pending and filed cases) (%) 75% 55% 56% 74% 74% * *
Average successful mediation case completion time (days) 153 164 158 174 179 150 150
* Percent of cases mediated 17% 12% 18% 1.7% 24% ° *
Age of mediation docket (by date of referral to mediation)
- 0-11 months 100% 100% 100% 100%  100% 100%  100%
- 12 months or older 0% 0% 0% 0% 0% 0% 0%

% Critical Indicator ~ “NA” - means Not Available in this report

Agency Customer Service

The Civilian Compliant Review Board serves its customers through its walk-in facilities, website and

correspondence.
CCRB Citywide

CCRB Citywide CCRB Citywide Change 2010 Change 2010
Indicator FY10 FY10 FY11 FY11 to 2011 to 2011
Average response time for email correspondence (days) 3 5 4 7 33% 40%
Average response time for letters/mail correspondence
(days) 4 15 8 " 100% -27%
Facility Rating by Customers Observing and Reporting
Experiences Program (Scale = 0-100) 74 83 81 85 10% 2%
Number of 311 inquiries (to MMR agencies) 15,121 7,489,368 14,167 7,252,869  -6% -3%
Number of agency customers surveyed for overall
customer satisfaction 227 960,685 NA 1,021,939  NA 6%
Number of completed customer requests for
interpretation 207 1,786,715 691 1,438,872  234% -19%
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311 Customer Service Center Inquiries

% of CCRB  Rank % of CCRB  Rank

Total Inquiries in#of Calls  Total Inquiries in # of Calls
Top CCRB-related Inquiries 2010 in 2010 in 2010 2011 in 2011 in 2011
Police Officer Misconduct 14,663 97% 1 13,808 97% 1
Civilian Complaint Mediation 458 3% 2 358 3% 2
Agency Resources

A c t u a l Preliminary Updated

Agency Resources FY07 FY08 FY09 FY10 FY11 FY11' FY12' FY12?
Expenditures ($ millions)’ $107  $111  $113  $101  $98  $100  $9.6 $9.6
Personnel 186 179 178 138 135 161 154 149
Overtime paid ($000) $108 $17 $232 $146 $120 * * *
1January 2011 Financial Plan 2puthorized Budget Level 3Expenditures include all funds “NA” means Not Available in this report

Noteworthy Changes, Additions or Deletions
* CCRB revised Fiscal 2010 values for the number of cases received and cases completed to reflect
updated numbers. As a result, the percent of cases mediated in Fiscal 2010 was also revised.

For more information please visit the website at: www.nyc.gov/ccrb

\
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Key Public Service Areas

V' Represent the City in litigation and
other legal matters involving the City’s
interests.

v Prosecute crimes involving youth under

the age of 16.

LAW DEPARTMENT

Michael Cardozo, Corporation Counsel

Critical Objectives

* Limit the City’s liability and assist City agencies to minimize their
exposure to lawsuits.
e Effectively prosecute juveniles in Family Court.

Scope of Agency Operations
The Law Department is the attorney for
the City, City agencies and certain non-
City agencies and pension boards, and
manages litigation and other legal matters
involving the City and its interests. The
Law Department is responsible for more
than 90,000 matters, and provides legal
advice to all City agencies.

Tort Judgment and Claims Expenditure
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Performance Report
v' Represent the City in litigation and other legal matters involving the City’s
interests.

¢ Tort cases pending decreased by 3 percent in Fiscal 2011 compared to
Fiscal 2010, continuing a downward trend since Fiscal 2005.

¢ Tort cases disposed decreased 5 percent. The decrease in dispositions can
be attributed to the continuous decline in cases pending, which was
brought about by the Department's long-term focus on the resolution of
meritorious claims, leaving fewer cases that are amenable to early
settlement.

* The citywide tort payout increased by 4 percent mainly as a result of 7
cases with multi-million dollar payouts.

Actual Target
Updated
Performance Statistics FYo7 FY08 FY09 FY10 FY11 FY11 FY12

* Total tort cases pending 28,083 20,084 17,791 17,362 16,850 17,800 18,000

Tort cases commenced -

Citywide 6,260 6,190 6,337 6,442 6,388 * *

Tort dispositions - Citywide 7,857 7,116 6,730 6,921 6,573 6,100 6,100
% Total tort payout ($000) -

Citywide $534,978 $554,326 $570,581 $541,595 $560,852 * *

% Critical Indicator ~ “NA” - means Not Available in this report
V" Prosecute crimes involving youth under the age of 16.

* Crime victims assessed for community based services increased by 12
percentage points. This is mainly due to the Department’s continuing
efforts to make it known through its attorneys that services are available to

victims.
Actual Target
Updated
Performance Statistics FYo7 FYO08 FY09 FY10 FY11 FY11 FY12

Referred cases filed for
prosecution (%) 66% 62% 59% 55% 55% 62% 55%

Crime victims assessed for
community-based services (%) 20% 28% 34% 34% 46% 30% 35%

70% 70% 71% 72% 71% 70% 70%

Juvenile conviction rate (%)

% Critical Indicator ~ “NA” - means Not Available in this report
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Agency Customer Service

The Law Department serves its customers through its website and correspondence.

LAW Citywide
LAW Citywide LAW Citywide Change 2010 Change 2010
Indicator FY10 FY10 FY11 FY11 to 2011 to 2011
Average response time for email correspondence (days) 1 5 1 7 0% 40%
Average response time for letters/mail correspondence
(days) 1 15 1 " 0% 27%
Number of completed customer requests for
interpretation 750 1,786,715 772 1,438,872 3% -19%
Agency Resources
A c t u a l Preliminary Updated
Agency Resources FYO07 FY08 FY09 FY10 FY11 FY11' FY12' FY12
Expenditures ($ millions)’ $1260 $1253  $132.2  $139.8 $137.7  $139.9 $136.3  $1405
Revenues ($ millions) $26.0  $1221  $42.8  $327  $434  $385  $204 $22.2
Personnel 1,407 1,408 1,430 1,382 1,307 1,313 1,309 1,341
Overtime paid ($000) $994 $1,198  $1,153  $1,134  $1.2 * * *
1January 2011 Financial Plan 2puthorized Budget Level 3Expenditures include all funds “NA” means Not Available in this report

Noteworthy Changes, Additions or Deletions
None

For more information please visit the website at: www.nyc.gov/law




DEPARTMENT OF INVESTIGATION

(ﬂ Rose Gill Hearn, Commissioner

\

Key Public Service Area Critical Objectives . o

v Maintain the integrity of City agencies, * Improve the. impact and efﬁmency of 1nvest1g.at10ns.. ' '
employees, contract vendors and recipi- Ensure the timely completion of background investigations and fingerprint
ents of City funds. checks of employees of City licensed private day care centers and day care
programs that contract with the City.

* Assist City agencies in preventing corruption and waste.

Scope of Agency Operations

The Department of Investigation (DOI) Performance Report

promotes and maintains integrity and V' Maintain the integrity of City agencies, employees, contract vendors and
efficiency in City government operations recipients of City funds.

and services by investigating and referring

for prosecution City employees and ¢ In Fiscal 2011 DOI’s caseload decreased by 13 percent due to a
contractors engaged in corrupt activities or reorganization of the agency’s investigative operations, including the
unethical conduct. It has oversight of more consolidation of units, and the strategic decision to focus limited resources
than 45 Mayoral agencies and over 300 on more significant investigations, referring routine complaints to other
other City agencies, entities, boards and jurisdictions.

commissions that employ more than * Cases closed decreased 16 percent resulting from the Department’s focus
300,000 staff members. The Department on a number of initiatives during the period, including the CityTime
studies City agencies to determine if investigation and the issuance of a comprehensive public report concerning
corrective action is necessary and the December 2010 blizzard clean-up.

recommends actions to prevent criminal ® The average time to complete a case decreased by 7 percent. Turnaround
misconduct and waste. time for routine and significant investigations remained relatively stable,

while turnaround time for major investigations decreased by 48 percent
compared to Fiscal 2010 due to the closure of a number of older
investigations in Fiscal 2010.

¢ Referrals for criminal prosecution increased by 34 percent. Arrests
decreased slightly during the period, but remained at record levels
consistent with the past three fiscal years. As a result of an unprecedented
number of administrative referrals made from a single investigation in

1600 Fiscal 2010, a 42 percent decrease in such referrals occurred in Fiscal
1,418 1,438 1,427 2011

Cases Closed

1,202 *  Written policy and procedure recommendations decreased by 13 percent
due to the reduction in the overall caseload, and the positive impact of the
Department’s previously issued and implemented recommendations to
a0 agencies on reducing corruption vulnerabilities.
¢ Financial recoveries to the City increased by 16 percent and recoveries
collected increased by 17 percent due to substantial restitution and
recovery in a number of notable cases. Similarly, recoveries to individuals
and non-City entities increased by 25 percent.
0 * The percentage of background investigations closed within 6 months
e mmRe e e e increased by 7 percentage points, meeting targeted projections, and the
average time to complete a background check decreased by 18 percent.
® The Department surpassed targeted timeframes by 4 days for notifying
City agencies of childcare workers with criminal records. Arrest
notifications received for current childcare workers fingerprinted by the
Department decreased by 2 percent.

1,200
995
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*  While exceeding targeted projections for Fiscal 2011, the number of corruption lectures and attendees
decreased by 29 percent and 26 percent, respectively, compared to Fiscal 2010. This decrease reflects
a reduction in staff available for conducting lectures.

* Having eliminated the backlog resulting from the conversion to the VENDEX Master Inquiry system,
the average time to complete a VENDEX name check decreased by 56 percent to 15 calendar days,
and the percentage of name checks completed within 30 days increased by 38 percentage points to 98

percent, surpassing targeted projections.

* The number of companies monitored by the Department’s Independent Private Sector Inspector
General (IPSIG) program more than doubled from Fiscal 2010.

Actual Target
Updated

Performance Statistics FY07 FY08 FY09 FY10 FY11 FY11 FY12
Complaints 12,882 13,837 14,594 13,825 13,626 | *
* Caseload 2,045 2,481 2,396 2,258 1,955 | *
Cases closed 995 1,418 1,438 1,427 1,202 | *
Referrals for criminal prosecution 668 452 630 753 1,010 B *
Arrests resulting from DOl investigations 368 676 731 822 791 | *
Referrals for civil and administrative action 1,263 1,499 1,867 1,876 1,087 B *
Written policy and procedure recommendations to
City agencies 317 469 460 357 310 B *
X Financial recoveries to the City ordered/agreed
($) NA $18,315,332 $16,184,024 $18,086,520 $20,985,513 * *
X Financial recoveries to the City collected ($)  NA $10,576,694 $6,633,626 $8,537,930 $9,973,645 * *
Financial recoveries to individuals and non-City
entities ordered/agreed ($) NA $688,110,574$17,981,661 $16,840,648 $21,001,578 * *
* Average time to complete a case (days) 330 329 277 296 274 | *
* - Major investigations 892 1,269 869 904 466 B *
X - Significant investigations 739 514 484 682 628 B *
X - Routine investigations 315 310 267 269 259 | *
* Average time to complete a background
investigation (days) 278 342 310 451 370 | *
Background investigations closed within six months
(%) 60% 53% 60% 53% 60% 60% 60%
Time to notify agencies of childcare workers with
criminal records after receipt from the State
Division of Criminal Justice Services (days) 5 4 4 4 2 6 4
Arrest notifications received for current childcare
workers 2,053 2,085 2,360 2,420 2,372 | *
Corruption prevention and whistleblower lectures
conducted 551 670 546 625 446 300 300
Individuals attending lectures 14,532 18,973 13,852 16,067 11,924 B *
* Average time to complete a VENDEX check
(calendar days) NA NA NA 34 15 B *
* VENDEX checks completed within 30 days (%) NA NA NA 60% 98% 90% 95%
Companies monitored by IPSIG program 11 9 7 5 12 B *

* Critical Indicator ~ “NA” - means Not Available in this report



Agency Customer Service

The Department of Investigation serves its customers through its walk-in facilities, website and

correspondence.
DOI Citywide
DOl Citywide DOI Citywide Change 2010 Change 2010
Indicator FY10 FY10 FY11 FY11 to 2011 to 2011
Average response time for email correspondence (days) 3 5 3 7 0% 40%
Average response time for letters/mail correspondence
(days) 3 15 3 " 0% -21%
Average wait time to speak with a customer service agent
at a walk-in facility (min:sec) 03:00 28:00 03:00 37:00 0% 32%
Facility Rating by Customers Observing and Reporting
Experiences Program (Scale = 0-100) 80 83 83 85 3% 2%
Number of 311 inquiries (to MMR agencies) 6,000 7,489,368 4,649 7,252,869 -23% -3%
Number of agency customers surveyed for overall
customer satisfaction 3 960,685 59 1,021,939 1867% 6%
Number of completed customer requests for interpretation 54 1,786,715 65 1,438,872 20% -19%
311 Customer Service Center Inquiries
% of DOI Rank % of DOI Rank
Total Inquiries in#of Calls  Total Inquiries in # of Calls
Top DOl-related Inquiries 2010 in 2010 in 2010 2011 in 2011 in 2011
Contact or Locate a City Marshal 3,020 50% 1 2,115 45% 1
City Worker or Contractor Corruption 1,404 23% 2 1,190 26% 2
City Marshal or Sheriff Complaint 848 14% 3 811 17% 3
Fingerprinting - Center-Based Day Care or
Pre-School 645 1% 4 451 10% 4
Become a City Marshal 81 1% 5 80 2% 5
Agency Resources
A c t u a | Preliminary Updated
Agency Resources FY07 FY08 FY09 FY10 FY11 FY11! FY12! FY122
Expenditures ($ millions)? $219  $235  $242  $227  $223  $219  $19.9 $20.3
Revenues ($ millions) $3.8 $2.9 $3.1 $4.5 $7.3 $4.1 $4.5 $4.7
Personnel 265 241 234 217 197 232 223 223
Overtime paid ($000) $35 $15 $20 $34 $46 * * *
"January 2011 Financial Plan 2Authorized Budget Level SExpenditures include all funds “NA” means Not Available in this report

Noteworthy Changes, Additions or Deletions

None

For more information please visit the website at: www.nyc.gov/doi

Q
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Key Public Service Areas

v Enforce the City’s Human Rights Law.

v' Educate the community on the Human
Rights Law.

Scope of Agency Operations
The City Commission on Human Rights
(CCHR) investigates an average of 1,000
allegations per year of discrimination in
employment, housing, and public
accommodations, as well as bias-related
harassment. In addition, the Commission
initiates investigations and prosecutions of
systemic Human Rights Law violations.
The Commission provides pre-complaint
intervention and promotes positive
intergroup relations through conferences,
workshops and training sessions conducted
by its Community Relations Bureau.

City COMMISSION ON HUMAN RIGHTS

Patricia L. Gatling, Commissioner/Chair

Critical Objectives

Investigate and prosecute complaints of discrimination and bias-related
harassment in a timely and efficient manner.

Provide pre-complaint interventions and foster positive intergroup
relations.

Performance Report
v Enforce the City’s Human Rights Law.

Cases filed with the Commission increased 8 percent in Fiscal 2011
compared to Fiscal 2010.

In Fiscal 2011 the Commission referred 59 cases to the Office of
Administrative Trials and Hearing (OATH), compared to 37 the previous
year.

Compared to Fiscal 2010 settlements decreased 14 percentage points and
the average cash value of those settlements decreased by $6,072 to
$11,846; however, the average cash value is consistent with the long term
trend.

In Fiscal 2011, 84 percent of the cases pending at the Commission were
less than 1 year old, and there were no cases older than 5 years. The
agency attributes this to the fact that attorneys now handle all
investigations.

Average Value of Cash Settlement
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Actual Target
Updated

Performance Statistics FYO7 FY08 FY09 FY10 FY11  FYH1  FY12
Complaint investigations completed (%) 64% 72% 86% 7% 73% * *
Pre-complaint resolutions 191 236 216 210 182 * *
* Cases filed (by type of complaint) 283 466 435 410 444 * *

- Employment discrimination (%) 72% 66% 54% 56% 66% * *

- Housing discrimination (%) 19% 21% 38% 33% 21% * *

- Public accomodation discrimination (%) 8% 12% 8% 1% 12% * *

- Bias-related harassment (%) 1% 1% 0% 0% 1% * *
% Cases closed (by type of closure) 298 477 649 441 462 * *

- No probable cause determination (%) 41% 53% 39% 35% 44% * *
- Probable cause determination (%) 3% 6% 13% 8% 13% * *

- Administrative cause (%) 33% 26% 23% 25% 25% * *
* - Settlement (%) 23% 15% 25% 32% 18% * *
Cases referred to the Office of Administrative Trials and Hearings 14 29 72 37 59 * *
* Average value of cash settlement for complainant ($) $12,981 $12,621 $11,004 $17,918 $11,846 * *
Modifications for accessibility 169 217 192 173 187 * *
% Average age of complaint caseload (in days) 486 317 318 315 306 * *
Caseload 527 566 402 438 524 550 550
Cases pending by age - Less than one year 336 433 324 353 438 400 400

- 1-3 years old 174 126 74 77 81 100 100

- 3-5 years old 16 7 4 8 5 10 10

- Older than 5 years 1 0 0 0 0 2 2

% Critical Indicator ~ “NA” - means Not Available in this report

v Educate the community on the Human Rights Law.

* In Fiscal 2011 conferences, workshops and training sessions increased 9 percent, while school-based
training sessions decreased 12 percent. CCHR shifted its community education resources toward
sessions focused on employment rights, including immigrant employment rights, and on fair housing
rights at agencies serving back-to-work clients and the formerly incarcerated.

Actual Target
Updated
Performance Statistics FYO7  FY08 FY09 FY10 FY11  FY!1  FY12
Conferences, workshops and training sessions 667 735 1,002 1,108 1,206 600 600
Community-based technical assistance 12,344 11,920 13,563 17,574 17,055 10,000 10,000
School-based training sessions conducted 588 436 327 370 327 325 325

% Critical Indicator ~ “NA” - means Not Available in this report



Agency Customer Service

The City Commision on Human Rights serves its customers through its walk-in facilities, website and
correspondence.

CCHR Citywide
CCHR Citywide CCHR Citywide Change 2010 Change 2010

Indicator FY10 FY10 FY11 FY11 to 2011 to 2011
Average response time for email correspondence (days) 5 5 1 7 -80% 40%
Average response time for letters/mail correspondence
(days) 10 15 2 " -80% -27%
Average wait time to speak with a customer service agent
at a walk-in facility (min:sec) 15:00 28:00 10:00 37:00 -33% 32%
Facility Rating by Customers Observing and Reporting
Experiences Program (Scale = 0-100) 89 83 84 85 6% 2%
Number of 311 inquiries (to MMR agencies) 10,703 7,489,368 9,723 7,252,869  -9% -3%
Number of agency customers surveyed for overall
customer satisfaction 47 960,685 392 1,021,939  734% 6%
Number of completed customer requests for interpretation 1,200 1,786,715 1235 1,438,872 3% -19%
311 Customer Service Center Inquiries

% of CCHR  Rank % of CCHR  Rank

Total Inquiries in#of Calls  Total Inquiries in # of Calls
Top CCHR-related Inquiries 2010 in 2010 in 2010 2011 in 2011 in 2011
Discrimination Complaint 10,403 97% 1 9,401 97% 1
Community Outreach - Human Rights
Education 295 3% 2 317 3% 2
Staff Information Provided 5 0% 3 5 0% 3
Agency Resources
A c t u a l Preliminary Updated

Agency Resources FYo7 FY08 FY09 FY10 FY11 FY11' Fy12' FY122
Expenditures ($ millions)3 $6.7 $6.8 $7.1 $6.9 $7.4 $7.3 $7.4 $7.1
Personnel 79 82 80 72 70 75 72 72
Overtime paid ($000) $6 $9 $21 $14 $11 * * *

1January 2011 Financial Plan 2puthorized Budget Level 3Expenditures: include all funds “NA” means Not Available in this report

Noteworthy Changes, Additions or Deletions
None

For more information please visit the website at: www.nyc.gov/cchr
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Key Public Service Areas

v Adjudicate administrative matters fairly
and efficiently.

v Adjudicate violations of the City’s
administrative laws fairly, efficiently and
conveniently.

OFFICE OF ADMINISTRATIVE
TRIALS AND HEARINGS

Suzanne A. Beddoe, Chief Administrative Law Judge

Critical Objectives

Conduct fair hearings in a professional environment.
Schedule and hear cases promptly.

Issue timely decisions after hearing record is closed.

Settle cases through conferences and other alternative means.
Maintain high quality of written decisions.

Scope of Agency Operations
The Office of Administrative Trials and
Hearings (OATH) is an independent,
central tribunal which settles or
adjudicates a wide range of issues referred
by City agencies. Its caseload includes
hearings authorized by federal, state and
local law, including employee discipline,
retention of seized vehicles, license and
regulatory enforcement, real estate and loft
law violations, contract disputes, and
human rights violations. The
Environmental Control Board (ECB)
became a division of OATH in November
2008. ECB is a tribunal that conducts
hearings involving violations of City laws
protecting healthy, clean, and safe
environmental conditions, which may be
issued by any of 12 City agencies. ECB
hearing officers are appointed and
overseen by a 13-member board that is
responsible for enforcing those laws and
deciding appeals from hearing officer
decisions.

Performance Report
v' Adjudicate administrative matters fairly and efficiently.

L]

L]

In Fiscal 2011 OATH’s average adjournment time decreased by 5 percent
compared to Fiscal 2010. This is a reflection of OATH’s continuing
commitment to timely and efficient adjudication. Adjournment time can
vary somewhat depending on the scheduling needs of the particular
combination of cases presented, including the prior engagements of the
parties and their attorneys, and the availability of witnesses.

OATH’s settlement rate was 51 percent, a slight increase compared to
Fiscal 2010.

In Fiscal 2011 the average time to issue a decision after a case was closed
was 12.8 business days, a 2.6 day increase from Fiscal 2010, but still well
under the target of 25 business days. In Fiscal 2011 there were more
complex cases involving lengthy records and intricate legal issues,
requiring more writing time.

Actual Target
Updated

Performance Statistics FY07 FY08 FY09 FY10 FY11 FY11 FY12
Cases filed at OATH (total) 2328 2,775 3472 2921 2611 * *
* Average adjournment time at OATH
(business days) 15.1 134 13.3 15.3 14.6 20.0 20.0
OATH settlement rate (%) 52% 54% 53% 50% 51% 55% 55%
* Average time for OATH to issue
decisions after records closed
(business days) 23.2 12.1 12.0 10.2 12.8 25.0 25.0
OATH cases with decisions issued
within 45 business days (%) 83% 92% 90% 95% 96% * *
OATH facts and conclusions adopted
by agencies (%) 98% 100%  98% 99% 99% 96% 96%

* Critical Indicator

“NA” - means Not Available in this report
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v Adjudicate violations of the City’s administrative laws fairly, efficiently and conveniently.

* The Environmental Control Board (ECB)
tribunal reduced the time from hearing
assignment to decision by 72 percent, to an

800,000

Notices of Violation received by ECB

average of 20 calendar days in Fiscal 2011. 722,670 678,245  J0M680 694,273
The reduction was due mainly to management
. 600,000 562,418
strategies that rely on the use of performance .
metrics, as well as the decrease in violations
discussed below. 400,000
* Due to a 19 percent reduction in the number
of violations issued in Fiscal 2011, the 200000
number of decisions rendered by ECB
decreased 12 percent.
’ FY 2007 FY 2008 FY 2009 FY 2010 FY 2011
Actual Target
Updated
Performance Statistics FYo7  FY08 FY09 FY10 FYM FY11 FY12
Notices of Violation (NOV) received by ECB 722,670 678,245 704,680 694,273 562,418 * *
ECB hearings conducted 156,330 225,505 241,521 306,689 252,371 * *
* Average time from ECB hearing assignment to decision (days) 90 96 89 72 20 95 *
* ECB decisions rendered (total) 166,344 177,173 187,475 204,192 178,872 * *
- Dismissed 64,687 66,975 72,075 86,632 69,009 * *
- In violation 99,440 108,670 114,287 116,458 108,470 * *
- Stipulated 2217 1528 1,113 1,102 1,393 * *

% Critical Indicator ~ “NA” - means Not Available in this report

Agency Customer Service

The Office of Administrative Trials and Hearings serves its customers through its walk-in facilities,

website and correspondence.

OATH Citywide

OATH Citywide OATH Citywide Change 2010 Change 2010
Indicator FY10 FY10 FY11 FY11 to 2011 to 2011
Average response time for letters/mail correspondence
(days) NA 15 8 " NA -21%
Facility Rating by Customers Observing and Reporting
Experiences Program (Scale = 0-100) 84 83 84 85 0% 2%
Number of 311 inquiries (to MMR agencies) 325 7,489,368 255 7,252,869  -22% -3%
Number of agency customers surveyed for overall
customer satisfaction 1,224 960,685 1,525 1,021,939  25% 6%
Number of completed customer requests for
interpretation 6,864 1,786,715 8,104 1,438,872  18% -19%




311 Customer Service Center Inquiries

% of OATH Rank % of OATH Rank

Total Inquiries in#of Calls  Total Inquiries in # of Calls
Top OATH-related Inquiries 2010 in 2010 in 2010 2011 in 2011 in 2011
City Agency Tribunals 325 100% 1 254 100% 1
Staff Information Provided NA NA NA 1 0% 2
Agency Resources

A c t u a l Preliminary Updated

Agency Resources FY07 FY08 FY09 FY10 FY11 FY11! FY12' FY12
Expenditures ($ millions)’ $3.6 $3.8 $16.2 $24.0 $25.1 $26.6 $26.6 $33.5
Revenues ($ millions) $11.1 $0 $0 $0 $872  $874  $82.8 $135.7
Personnel 27 28 295 279 270 298 298 396
Overtime paid ($000) $1 $1 $86 $33 $141 * * *

1January 2011 Financial Plan 2puthorized Budget Level 3Expenditures: include all funds “NA” means Not Available in this report

Noteworthy Changes, Additions or Deletions

* OATH updated Fiscal 2010 values for ‘OATH cases with decisions issued within targeted number of
days’ to include the current 45 business day target, which reflects the change in the type of cases
handled by the agency during the past two fiscal years. The portion of expedited cases, those with
relatively quick decision time, in OATH’s overall caseload has declined by half since Fiscal 2008,
from 31 percent in Fiscal 2008 to only 14 percent in Fiscal 2011. In other words, the majority of
cases at OATH during Fiscal 2011 were complex civil litigation requiring in-depth legal research,
detailed review of the records amassed, and longer written decisions.

For more information please visit the website at: www.nyc.gov/oath
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Key Public Service Areas

v" Regulate commercial carting industry.

V' Regulate businesses in the City’s public
wholesale markets.

Scope of Agency Operations
The Business Integrity Commission (BIC)
regulates and licenses the trade
waste/commercial carting industry and the
wholesalers and businesses operating in
the City's public wholesale markets, and
ensures the timely determination of
applications and renewals. Through
vigorous background investigations of
license and registration applications, the
establishment of standards for services and
conduct of business, and criminal
investigations, BIC carries out its mandate
to make certain that these industries and
businesses remain free from the influence
of organized crime. BIC fosters an open
and honest field for competition in the
regulated industries so that customers do
not face threats, violence, rackets, or anti-
competitive practices. The Commission
also has the authority to regulate the
shipboard gambling industry.

BUSINESS INTEGRITY COMMISSION

Michael J. Mansfield, Commissioner/Chair

Critical Objectives

Ensure timely determinations on license and registration applications for
commercial carters.

Enforce commercial carting regulations.

Resolve commercial carter consumer complaints.

Ensure timely determinations on registration applications for public
wholesalers and businesses.

Enforce public wholesale market regulations.

Performance Report
v' Regulate commercial carting industry.

L]

The average time to approve private carter licenses decreased 16 percent
to 155 days, while the number of carting licenses approved decreased 29
percent due to the diversion of staff resources to the approval of public
wholesale market applications and required credentials. Similarly, the
average time to approve carting registrations decreased 22 percent in
Fiscal 2011, while the number of registrations approved decreased 9
percent.

In Fiscal 2011 the number of carting background investigations completed
decreased 15 percent due to the diversion of staff resources to conduct
investigations in the public wholesale markets, where, as discussed below,
staff conducted 50 percent more investigations.

The average age of pending carting license and registration applications
remained stable at 167 days, while the number of pending applications
increased 8 percent.

The number of violations issued to private carters decreased 23 percent to
1,280 violations in Fiscal 2011. During the reporting period enforcement
efforts were focused on carting licensees in cases that required more time-
consuming and document-intensive investigations, leading to a decrease in
the overall number of violations issued. Similarly, violations issued to
unlicensed or unregistered carters dropped by 42 percent due to the shift in
enforcement efforts to licensees.
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Actual Target
Updated

Performance Statistics FYO7 FY0O8 FY09 FY10 FY”1  FY11  FY12
Carting background investigations completed 1,020 743 1244 1289 1,088 * *
Carting licenses approved 113 100 83 133 95 * *
Carting registrations approved 678 485 641 943 860 * *
% Average time to approve carting licenses (days) 289 206 142 184 155 220 220
* Average time to approve carting registrations (days) 78 116 122 127 99 150 150
Carting applications pending 189 274 628 336 363 * *
* Average age of pending carting applications (days) 153 130 123 167 167 190 190
 Carting license applications denied (%) 100% 103% 99% 96% 93% * *
X Carting registration applications denied (%) 20% 21% 23% 23% 22% ¢ *
% Total carting applications denied (%) 40% 41% 40% 37% 36% * *
Violations issued to private carters 371 620 1290 1672 1280 * *
% Violations for unlicensed activity 69 180 482 996 581 * *

* Critical Indicator ~ “NA” - means Not Available in this report
v" Regulate businesses in the City's public wholesale markets.

* In Fiscal 2011 BIC’s Background Intelligence Unit conducted 50 percent more background
investigations in the public wholesale markets.

* The average time to approve public wholesale market registrations decreased 2 percent, while the
number of wholesale market registration applications approved decreased 22 percent. The number of
wholesalers and businesses operating in the City’s public wholesale markets are finite, and therefore
BIC does not expect to receive a significant number of new market applications. Additionally, BIC
received fewer renewal applications in Fiscal 2011 due to 2-year and 3-year renewal terms that have
yet to expire.

* The number of violations issued in the public wholesale markets decreased 17 percent during Fiscal
2011 because enforcement resources were diverted to work in the Brooklyn Wholesale Meat Market
and the adjacent area to process 836 applications for required credentials. All owners and employees
working in the public wholesale markets are required to apply to BIC for credentials; the approval
process involves background investigations.

Actual Target
Updated

Performance Statistics Fyo7  FYo8 FY09 FY10 FY11  FY11  FY12
Public wholesale market background investigations completed 145 158 170 265 397 * *
Public wholesale market registrations approved 45 40 56 114 89 * *
* Average time to approve public wholesale market registrations (days) 257 280 226 226 221 250 250
% Public wholesale market applications denied (%) 20% 21%  17% 22% 19% * *
Violations issued at public wholesale markets 532 551 378 417 345 * *

* Critical Indicator ~ “NA” - means Not Available in this report



Agency Customer Service

The Business Integrity Commission serves its customers through its walk-in facilities, website and

correspondence.
BIC Citywide
BIC Citywide BIC Citywide Change 2010 Change 2010

Indicator FY10 FY10 FY11 FY11 to 2011 to 2011
Average response time for email correspondence (days) 2 5 5 7 150% 40%
Average response time for letters/mail correspondence
(days) 13 15 1 " -92% -27%
Average wait time to speak with a customer service
agent at a walk-in facility (min:sec) 13:00 28:00 04:00 37:00 -69% 32%
Facility Rating by Customers Observing and Reporting
Experiences Program (Scale = 0-100) 98 83 98 85 0% 2%
Number of 311 inquiries (to MMR agencies) 2,954 7,489,368 2,453 7,252,869  -17% -3%
Number of agency customers surveyed for overall
customer satisfaction 1,040 960,685 426 1,021,939  -59% 6%
Number of completed customer requests for
interpretation 50 1,786,715 27 1,438,872  -46% -19%
311 Customer Service Center Inquiries

% of BIC Rank % of BIC Rank

Total Inquiries in#of Calls  Total Inquiries in # of Calls
Top BIC-related Inquiries 2010 in 2010 in 2010 2011 in 2011 in 2011
Commercial Waste and Private Carters
Information 1,854 63% 1 1,564 64% 1
Sanitation Complaint - Private Carter 831 28% 2 " 29% 2
Trade Waste License Registration 260 9% 3 178 7% 3
Agency Resources
A c t u a Preliminary Updated

Agency Resources FYo7 FY08 FY09 FY10 FY11 FY11' FY12' FY12
Expenditures ($ miIIions)3 $5.2 $5.8 $6.3 $6.9 $7.3 $7.4 $7.3 $7.2
Revenues ($ millions) $3.3 $2.5 $2.9 $5.5 $6.8 $5.5 $5.5 $5.8
Personnel 60 64 65 75 72 83 82 81
Overtime paid ($000) $88 $81 $77 $45 $65 * * *

1January 2011 Financial Plan 2puthorized Budget Level 3Expenditures: include all funds

“NA” means Not Available in this report

Noteworthy Changes, Additions or Deletions

None

For more information please visit the website at: www.nyc.gov/bic
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BUSINESS AFFAIRS

Department of Finance

E New York City Economic Development Corporation

Department of Consumer Affairs

Department of Small Business Services






DEPARTMENT OF FINANCE
@ David M. Frankel, Commissioner

Key Public Service Areas

v Bill and collect property and other
taxes.

v Bill and collect parking tickets.

v" Respond to customers in a timely and
efficient manner.

Scope of Agency Operations
The Department of Finance (DOF) collects
City revenues efficiently and fairly;
enforces compliance with City tax laws;
values all real property in the City;
maintains accurate property records; serves
as a board member of the Fire and Police
Pension Funds and the City’s Deferred
Compensation Fund; and advises on the
performance of the City’s pension funds
and Deferred Compensation Plan. The
Department also provides an independent
forum for the public to contest parking
violations and, through the Sheriff’s
Office, serves as the chief civil law
enforcement body for New York City.

Critical Objectives

Make it as simple as possible to make payments to New York City.

Collect money owed to the City efficiently and cost effectively, and in-
crease compliance with City and State tax laws.

Aggressively pursue people and businesses that do not pay what they owe.
Achieve performance targets for processing payments, refunds, tax returns,
and parking violations hearings.

Achieve performance targets for recording publicly filed documents and
increase the number of property documents available on-line.

Performance Report
v Bill and collect property and other taxes.

Over the last year Finance has increased the number of auditors and
improved its audit selection by implementing data-mining processes,
creating a tax shelter unit and using data matching techniques. In Fiscal
2011 the average amount collected from a closed audit increased by
approximately 33 percent, from $67,670 to $89,920, while the percent
increase in tax liability as a result of audits rose by more than 8 points to
26.9 percent. The percent of audits closed within one year was slightly
higher at 35.5 percent, and the average turnaround time for audits saw a
small increase, from 598 days to 612 days.

Revenue collection in Fiscal 2011 exceeded $25,831 million compared to
$25,019 last fiscal year.

Total DOF Revenue Collections

Millions
$18,000 $16,907.0
$16,184.1
$15,000
$12,000
$9,000
$5,855.3
$6,000 5,050.8
$3,000
$1,227.0
$982.3 $760.0 39905 ¢5005 s5505 $632.9 $636.7
s I _— — —
Property Business Property Audit and Parking Other
Taxes Taxes Transfer Taxes  Enforcement Summons

Revenue Revenue

WFY2010 WFY2011
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Actual Target
Updated

Performance Statistics FY07  FYO8  FY09  FY10 FY11  FY!l  FY12
X Percent of City debt resolved NA 23.5% 426% 420% 39.6% * *
X Percent of property taxes billed that are paid 97.9% 97.7% 98.1% 981% 97.0% * *
- Percent paid on time NA 945% 933% 95.0% 95.0% * *
Property assessments reduced by the Tax Commission (%) (calendar year) — 11% 12% 1% 12% 9% B *
Audits closed within 1 year (%) NA NA NA 33.3% 355% * *
X Average turnaround time for audits (days) NA NA NA 598 612 B *
Average amount collected from a closed audit ($000) NA NA NA $68 $90 B *
X Percent increase in tax liability as a result of audits NA 14.3% 7.4% 18.6% 26.9% * *
Percent of tax conciliation cases decided within 6 months 56% 60% 78% 68% 76% 65% 65%
Number of properties receiving 90-day lien sale notice NA NA 24111 24963 25462 * *
Percent of originally noticed properties sold in lien sale NA NA 20% 19% 20% g *

% Critical Indicator ~ “NA” - means Not Available in this report

v Bill and collect parking tickets.

* On average, the Department issued refunds for parking tickets, appeals and towing charges in 12.3
days, 2.7 days faster than a year ago, likely due to a 23 percent decrease in the number of parking

ticket refunds processed.

Actual Target
Updated

Performance Statistics FYO7  FY08  FY09  FY10 FYM1  FY11  FY12
X Percent of parking tickets issued that are paid within 90 days NA 69.3% 62.0% 611% 63.3% * *
X Percent of parking tickets issued that are dismissed within 90 days NA 14.7% 12.9% 13.8% 131% * *
X Percent of parking ticket appeals granted a reversal NA 171% 144% 151% 156% * *
Parking summonses received (000) 10,009 10,921 100662 10,709 9,845 * *
Parking summonses paid online (%) 23.0% 26.0% 28.5% 34.8% 369% * *
X Average time to issue refunds for parking tickets, appeals and towing
charges (days) NA 14.8 15.6 15.0 12.3 10.0 10.0

* Critical Indicator ~ “NA” - means Not Available in this report

v" Respond to customers in a timely and efficient manner.

* The average response time for mail and email inquiries increased from the previous year but remained

better than the performance targets. Finance responded to emails in 5.5 days and to hard mail
correspondence in 9.8 days, compared with 2.9 and 6.4 days, respectively, in Fiscal 2010. A higher
volume of correspondence and changes in staff allocation are largely responsible for the longer
response times.

Property tax refunds were issued in 22 days, up from 19 days in the prior year. Although the number
of refunds was nearly 20 percent lower, the refunds and adjustments unit saw a 26 percent overall rise
in related service requests, contributing to the 3-day increase in issuance time.

The average turnaround time to issue a decision for parking tickets for hearings by mail and the web
fell from 36.2 days to 29.4 days as Finance continued to put an emphasis on increasing use of online
hearings. Since the ability to accept evidence online was announced in March of 2011, web hearings
have risen from an average of about 9,000 per week to about 12,000 per week. Wait times to see a
judge for in-person hearings also decreased, from 25 minutes in Fiscal 2010 to 23 minutes in Fiscal
2011. These improvements are primarily due to the temporary reallocation of staff.

The average time to record and index property documents remained steady at just under 1 day despite
a 10 percent increase in document submissions and staff reductions.



¢ The percentage of payments made by credit card increased by close to 5 points to 26.4 percent, while
payments made by check decreased by nearly 6 points to 50.9 percent; the percentage of parking
summonses paid online increased by 2 points to 36.9 percent.

Actual Targe't
Updated

Performance Statistics FY07  FY08  FY09  FY10  FYM1 FY11 FY12
X Average wait time to see a cashier at payment centers (minutes) 5.9 49 4.8 55 8.7 6.0 6.0
Average response time for mail and e-mail correspondence (days)

- E-mail 22.2 6.5 6.7 29 5.5 7.0 7.0

- Correspondence 215 8.0 9.9 6.4 9.8 10.0 10.0

X Average time to issue a property tax refund (days) 30 15 14 19 22 20 20
K Average time to issue a business tax refund (days) NA 47 44 39 39 45 45
X Average turnaround time for in-person parking ticket hearings (minutes) 24 26 28 25 23 40 40
X Average time to issue decision for parking ticket hearing-by-mail/web
(days) 341 43.0 314 36.2 294 40.0 40.0
* Average time to issue decision for parking ticket appeals (days) 11.0 12.3 1.2 11.0 11.0 15.0 15.0
Average time to record and index property documents (days) - Citywide 1.6 1.3 0.9 0.8 0.8 B *
Payment method (%)

- Cash NA NA NA 52% 62% *

- Check/money order NA NA NA 56.5% 509% * *

- Credit card NA NA NA 21.6% 264% ¥ *

- Electronic (ACH/EFT) NA NA NA 16.7% 165% *
% Critical Indicator ~ “NA” - means Not Available in this report

Agency Customer Service

The Department of Finance serves its customers through its call centers, walk-in facilities, website and

correspondence.
DOF Citywide

DOF Citywide DOF Citywide Change 2010 Change 2010
Indicator FY10 FY10 FY11 FY11 to 2011 to 2011
Average call wait time (min:sec) 07:31 01:19 10:29 01:39 39% 25%
Average response time for email correspondence (days) 3 5 6 7 100% 40%
Average response time for letters/mail correspondence
(days) 6 15 10 " 67% -21%
Average wait time to speak with a customer service agent
at a walk-in facility (min:sec) 08:00 28:00 12:00 37:00 50% 32%
Facility Rating by Customers Observing and Reporting
Experiences Program (Scale = 0-100) 89 83 85 85 -5% 2%
Number of 311 inquiries (to MMR agencies) 1,043,781 7,489,368 1,113,910 7,252,869 7% -3%
Number of agency customers surveyed for overall
customer satisfaction 519 960,685 758 1,021,939  46% 6%
Number of completed customer requests for interpretation 3,070 1,786,715 2,921 1,438,872 5% -19%
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311 Customer Service Center Inquiries

% of DOF Rank % of DOF Rank

Total Inquiries in#of Calls  Total Inquiries in # of Calls
Top DOF-related Inquiries 2010 in 2010 in 2010 2011 in 2011 in 2011
Parking Ticket Lookup - Ticket or Plate Number
Known 167,223 16% 1 181,290 16% 1
Find a Towed Vehicle - Plate Number Known 131,823 13% 2 123,302 1% 2
Property Tax Account Assistance 100,014 10% 3 80,375 7% 3
Parking Ticket Payment Problem or Penalty
Adjustment 83,623 8% 4 66,882 6% 4
Pay a Parking Ticket - By Phone 50,810 5% 5 45,186 4% 5

Agency Resources

A c¢c t u a |

Preliminary Updated

Agency Resources FYO07 FY08 FY09 FY10 FY11 FY11! FY12! FY122
Expenditures ($ millions) $205.9 $2155 $2251  $230.9 $2234  $2229  $220.4 $223.5
Revenues ($ millions) $6745 $738.8 $691.9 $709.6  $682.7 $6745  $704.7 $702.8
Personnel 2,199 2,203 2,058 1,930 1,756 2,109 2,033 2,038
Overtime paid ($000) $489 $437 $297 $349 $672 * * *
"January 2011 Financial Plan 2Authorized Budget Level SExpenditures include all funds “NA” means Not Available in this report

Noteworthy Changes, Additions or Deletions

* Due to the length of time allowed to contest a parking ticket and appeal a hearing decision, parking
ticket payment and dismissal rates for Fiscal 2011 are based on 10 months of activity. Revised Fiscal
2011 data for these measures, based on a full 12 months of activity, will appear in the Fiscal 2012
Preliminary Mayor’s Management Report.

For more information please visit the website at: www.nyc.gov/dof



NEW YORK CI1TY ECONOMIC
DEVELOPMENT CORPORATION

Seth W. Pinsky, President

Key Public Service Area Critical Objectives

v" Promote economic programs and * Attract and retain businesses to produce jobs in the City.
incentives to improve the City’s ¢ Encourage investments by City-based businesses and corporations.
economy.

Performance Report
v" Promote economic programs and incentives to improve the City’s economy.

Scope of Agency Operations

New York City Economic Development ¢ Despite the continuing effects of the national recession, New York City
Corpqra‘qo n (NYCEDC) » & nonprofit ) Industrial Development Agency (NYCIDA) activity held steady from
organt zation operating u nder Cf)nt’ract with Fiscal 2010 to Fiscal 2011. During the reporting period NYCIDA closed
th(? City of New York, is th? City’s seven projects, which are expected to generate $230.5 million in City tax
primary engine for economlc development. revenue and 1,443 jobs over the course of their respective terms. A
NYCEDC c.atalyzes physical substantial project finalized during this period was a contract with JetBlue
‘.Lransf(.)rme.mon across the five boroughs, that secured a long-term commitment from the airline to keep its

mv?stlng 1n major 1nfrastrugture upgrades, headquarters in the City and invest in new headquarters in Long Island
capital projects, e.md area-wide City, Queens. The agreement is projected to retain 800 jobs and create up
dejvelop ment proj ec.ts. NY_C EDC manages to 200 new jobs. NYCIDA also continued efforts to assist small industrial
Clty-oxyned propert.les’ ,Whﬂe also o businesses seeking to improve their facilities and to grow their operations.
1mproving the distribution of goods within ¢ In Fiscal 2011 New York City Capital Resource Corporation (NYCCRC)
and o.uts1.de the ﬁ\./e Poroiughs.by ) served as the City’s conduit bond issuer for tax-exempt Recovery Zone
reactivating the City’s .H,nl freight hlne.s, Facility Bonds (“RZFB”). These private activity revenue bonds were
fooq . rparkets, and maritime and .av1at10n authorized under the American Recovery and Reinvestment Act of 2009 to
fac1l1t1§s. Through New York City spur stalled construction activities that had been unable to get

Industrial Development Agegcy ) conventional construction financing due to the decrease in lending
(NYCIDA) and Ngw York City Capital activities. During the reporting period NYCCRC closed four RZFB
Resource Corporat.lo.n (NYC,C RC), projects, which are expected to generate $40 million in incremental City
NY.CEDC helps eligible businesses meet tax revenue and 639 permanent and construction jobs over the course of
the1r.ﬁ.n.a nemng needs. for property ) their respective terms. The bonds helped to fund the construction of
acqulsltlop » EW .equlpment, renovation, 50,000 square foot retail space in Downtown Brooklyn, a 55,000 square
and working capital through low-cost tax- foot supermarket on the Rockaway Peninsula in Queens, a 51,000 square
exempt bonds and exemptlons and foot hotel in Williamsburg, Brooklyn, and a 605-space parking facility for
abatements.of selected .Cl.ty a.nd State St. Barnabas Hospital in the Bronx.

taxes, creating and retaining JObS'_ The * During Fiscal 2011 NYCEDC committed more than $71.1 million through
Center for Economic Transformation at funding agreements for projects it manages on behalf of other City

NY.CEDC, works to enhance the C_lty s agencies. These commitments leveraged over $376.8 million of additional
major business sectors by addressing non-City investment

cllllrren’;1 chal}enges ffaced by 1ndustr1§s Substantial agreements

t rosg dana 1y51.s of current ecmilomllc - finalized during this _
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new headquarters. Other notable agreements included a $975,500 funding agreement that leveraged
over $4 million in private investment for the construction of a new 7,750 square foot education
building which will provide classroom space for the Jewish Board of Family and Children’s Services.

* Capital expenditures during Fiscal 2011 exceeded $454 million. In addition to making significant
progress at Heritage Field in the footprint of the former Yankee Stadium, major work was completed
on public parks, including the completion of Section 2 of the High Line elevated park in Manhattan
and the first of several sections of waterfront improvements and renovations along the lower East
River, also in Manhattan. Construction commenced on the water siphon replacement project between
Staten Island and Brooklyn, including fabrication of the tunnel boring machine to be used in the
tunneling operation. Other projects included significant streetscape work and open space
improvements at Queens Plaza in Long Island City, as well as at Flatbush Avenue in Brooklyn.

* Real estate transactions declined for the third consecutive year, with private investment in City-
owned property falling to $63 million from $98 million a year ago and job creation decreasing by 33
percent to an estimated 1,332. The decrease is attributed to the impact of the tight lending market
and NYCEDC's successful disposition of City-owned property over the last several years, resulting in
a reduced pipeline of available properties.

¢ In October 2010 NYCEDC sold the Brooklyn Terminal Market to the current vendors, the Brooklyn
Terminal Market Merchants Association, for $7.6 million. The market is comprised of nine, 29,000
square foot buildings in Brooklyn’s Canarsie neighborhood. The transaction allowed the vendors to
assume ownership of the buildings and retained approximately 700 jobs.

e InMay 2011 NYCEDC agreed to sell approximately 36,000 square feet of City-owned land to the
Whitney Museum of American Art (the
“Whitney”) for $19.1 million. The NYC Unemployment Rate
Whitney will construct an 185,000 square
foot, LEED-certified museum on the new
site, located in Manhattan’s Meatpacking %%
District, and adjacent to the High Line

10.1%

8.9%

8.0% 7.2%

Park. The project is expected to create 535

construction jobs and retain an additional ~ sox .

85 jobs. Rl i
* Despite facing ongoing economic o

challenges, the City’s economy added jobs ;%

in Fiscal 2011 and the unemployment rate

improved to 8.9 percent from 10.1 percent

. . FY 2007 FY 2008 FY 2009 FY 2010 FY 2011
in Fiscal 2010.
Source: U. S. Bureau of Labor Statistics
Actual Target
Updated
Performance Statistics FYo7  FY08 FY09  FY10  FY11 FY11  FY12
New York City Industrial Development Agency projects
- Contracts closed 56 43 10 7 7 * *
- Projected jobs committed in connection with closed contracts 13,264 8,564 410 231 1443 ¢ *
% - Total City tax revenues generated in connection with closed contracts
($ millions) $2,207.0 $402.5 $64.7 $305 $2305 * *
New York City Capital Resource Corporation projects
- Contracts closed NA NA NA NA 4 * *
- Projected jobs committed in connection with closed contracts NA NA NA NA 639 * *
- Total City tax revenues generated in connection with closed contracts
($ millions) NA NA NA NA $400 * *
Total value of City funding agreements between NYCEDC and third-party
entities ($ millions) $1475 $3153 $2256 $2464 $71.1 ¥ *

% Critical Indicator ~ “NA” - means Not Available in this report



Actual Target

Updated

Performance Statistics FYo7  FY08 FY09  FY10  FY11 FY11 FY12
Third-party investment leveraged as a result of funding agreements
($ millions) $1,968.7 $4,022.1 $374.9 $5,133.4 $376.8 * *
Occupancy rate of NYCEDC-managed property 933% 936% 918% 91.7% 91.7% * *
Total capital expenditures ($ millions) $346  $546  $499  $575  $454  * *
* New private investment related to sale/long-term lease of City-owned
property ($ millions) $2,495.5 $1,033.3 $324.2 $98.0  $63.0 * *
* Projected jobs created or retained in connection with the sale/long-term
lease of City-owned property

- Permanent jobs 1,899 958 77 1471 797 * *
X - Construction jobs 10,202 1,353 1,436 531 535 * *
* New York City unemployment rate (%) 48% 49% 72% 101% 89% * *
Visitors to New York City (millions) (calendar year) 44.0 46.0 471 456 48.7 * *
* Critical Indicator ~ “NA” - means Not Available in this report
Agency Resources

A c t u a l Preliminary Updated

Agency Resources FY07 FY08 FY09 FY10 FY11 FY11' FY12' FY12?
Personnel 407 450 445 404 403 410 410 430
Capital commitments ($ millions) $1754  $380.0 $372.9 $461.3 $1904 §965.1 $260.8  $268.5
1January 2011 Financial Plan 2puthorized Budget Level 3Expenditures include all funds “NA” means Not Available in this report

Noteworthy Changes, Additions or Deletions

None

For more information please visit the website at: www.nyc.gov/edc
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Key Public Service Areas

v' Educate, protect and empower
consumers.

v Facilitate fair business practices.

v' Ensure efficient, accountable, and
customer-friendly operations.

DEPARTMENT OF CONSUMER AFFAIRS

Jonathan Mintz, Commissioner

Critical Objectives

Expedite the resolution of consumer complaints.

Ensure compliance with tobacco regulations to minimize sales to minors.
Enforce compliance with license laws, consumer protection laws, and
weights and measures laws.

Minimize licensing center wait time and license processing time while
maximizing customer service.

Scope of Agency Operations
The Department of Consumer Affairs
(DCA) ensures that New York City’s
consumers and businesses benefit from a
fair and vibrant marketplace. DCA issues
more than 73,000 licenses in 55 business
categories and performs onsite inspections
to ensure compliance with license
regulations, weights and measures
regulations, and the New York City
Consumer Protection Law. DCA mediates
and resolves individual consumer
complaints, obtains restitution for
consumers, and brings litigation and
enforcement actions against repeat
violators to halt deceptive advertising and
trade practices. Through press releases
and press conferences, public awareness
campaigns, community outreach, public
hearings, the 311 Customer Service
Center, its website, and publications, DCA
educates the public and businesses about
their rights and responsibilities.

Additionally, through the Office of
Financial Empowerment (OFE), a program
of the Center for Economic Opportunity,
DCA engages in financial education, the
development of fair financial products, and
targeted consumer protection from
predatory and deceptive practices for New
Yorkers with low incomes. OFE conducts
research to better understand the financial
needs and available services for people
with low incomes; maintains a network of
financial education providers; offers a
searchable directory of financial education
services on its website, and coordinates
and launches large-scale public awareness
campaigns to help New Yorkers access
benefits such as the Earned Income Tax
Credit.

Performance Report
V' Educate, protect and empower consumers.

L]

DCA processed nearly
two-thirds of complaints
within 20 days in Fiscal :
2011, up from
approximately half last
year, and median
complaint processing
time decreased by 6
days to 15 days. The
faster processing time
follows a series of Fiscal
2011 efficiency
improvements, including
more strategic triaging and monitoring of complaints. The total number of
complaints docketed decreased by 2.6 percent. Complaints against debt
collectors again topped the list at 627. DCA continues to aggressively
mediate these complaints and, in Fiscal 2011, erased nearly $1 million in
debt that consumers did not legally owe but were being pressed to pay.
DCA awarded $5.4 million in restitution to consumers in Fiscal 2011,
down from $11.7 million a year ago. The change reflects two significant
differences. First, Fiscal 2010 included an exceptional $3.2 million
judgment in a used car dealership case and, second, Fiscal 2011 saw
restitution awarded in cases involving Home Improvement Contractors
(HICs) fall to $3.3 million from $6.6 million in Fiscal 2010. DCA
continues its combination of outreach and enforcement with the HIC
industry, which has led to a new high in the number of licensees, nearly
14,000, and contributed to the long-term decrease in complaints.

The amount of fines collected as a result of settlements increased to $7.3
million from $4.6 million, largely due to an increase in consumer
protection inspections resulting from improved inspector productivity. In
response to low compliance in Fiscal 2010, the Department more than
doubled the number of supermarket inspections it conducted this year,
from 983 to 1,980; settlements by supermarkets rose from $286,000 to
$621,000. Settling allows respondents to pay a lower fine than if they
went to a hearing, while also saving the City the expense of a hearing.
Virtually all violations can be settled online or by mail, and all violations
can be settled in person with a settlement officer or an attorney.

Consumer Complaints

7,612

6,000

7,294
6,877
6,057
5,488 L1
4,856
4,704 o4 4,697
4000 4,580
2,000
[}

FY 2007 FY 2008 FY 2009 FY 2010 FY 2011

B Total Docketed Complaints Resolved Consumer Complaints
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Actual Target
Updated
Performance Statistics FYo7  FYyo8 FY09 FY10 FYy11  FYH1  FY12
Complaint processing time
- Within 0-20 days (%) 1% 26% 44% 48% 64% 25% 40%
- Within 21-50 days (%) 20% 42% 51% 46% 32% 35% 50%
- Within 51-90 days (%) 18% 21% 5% 4% 3% 20% 5%
* Median complaint processing time (days) 90 35 23 21 15 * *
% Complaints resolved to the satisfaction of the business
and consumer (%) 52% 57% 53% 55% 56% 55% 55%
% Total docketed complaints 6,057 6877 5488 4,704 4580 * *
- Home improvement contractor 1,142 957 715 585 592 * *
- Debt collection agency NA NA 831 646 627 * *
Restitution awarded ($000) $5,304 $8,367 $9,858 $11,728 $5424 $4,500 $4,500
Total settlements ($000) $5,183 $5266 $4,192 $4,625 $7,336 * *

% Critical Indicator ~ “NA” - means Not Available in this report

v Facilitate fair business practices.

* Although there were no changes in inspection
protocols, the percent of fuel truck meters that
passed inspection decreased by 12 points to

Tobacco Inspections
Compliance with Sales to Minors

70 percent. The failure rate at both the initial 89% 86% 88% 87% L
and follow-up inspections remained - so%
. . 12,000 13,187
unexpectedly high despite outreach to the 11,795
industry earlier in the fiscal year. Meters that e oss | | ¥
. . 8,000
are inaccurate must be repaired and retested 8,136 ox
before fuel trucks are allowed to resume
operation. b 0%
¢ Compliance with regulations governing the sale
of tobacco to minors rose 3 points to 90 ¢ .
.. . A FY 2007 FY 2008 FY 2009 FY 2010 FY2011
percent at the initial inspection, and decreased )
2 points to 86 percent at follow-up. fumberofrepectiors  ~&-Complance fate
Actual Target
Updated
Performance Statistics FY07  FY08 FY09 FY10  FY11 FY11 FY12
* License law compliance rate (%) 87% 88% 89% 90% 92% 82% 87%
 Consumer Protection Law refund and receipt compliance rate (%) 93% 90% 94% 93% 91% 90% 90%
Weights & Measures Law compliance rate
- Gasoline pumps (%) 98% 98% 98% 97% 96% 98% 98%
- Fuel trucks (%) 94% 73% 80% 82% 70% 80% 80%
* Inspected stores complying with tobacco regulations (%) 89% 86% 88% 87% 90% 86% 86%
% Compliance on a follow-up inspection after a previous tobacco
violation (%) 91% 89% 89% 88% 86% 85% 85%
Current number of licensed home improvement contractors 10,673 11,095 12,620 12,626 13,958 * *

% Critical Indicator ~ “NA” - means Not Available in this report

v Ensure efficient, accountable, and customer-friendly operations.

* Licensing Center average wait time decreased by 3 minutes to 11 minutes in Fiscal 2011, even as
total customer volume remained constant. To better serve the business community, DCA began
offering early opening hours every week, which has prevented backups later in the day. On average,
DCA processed basic license applications in 3 days, 1 day faster than last year.



* Businesses continued to move toward online licensing in Fiscal 2011. More than one-quarter of all
new license applications and nearly one-quarter of renewals were submitted online. Overall, more
than 11,000 businesses submitted applications online, up from fewer than 9,000 in Fiscal 2010.

Actual Target
Updated
Performance Statistics FYO7  FY08 FY09 FY10  FY11 FY11  FY12
* Licensing center wait time (minutes) 10 13 18 14 " 15 15
 Basic license application - Average processing time (days) NA 5 3 4 3 * *
* Number of fines collected within 45 days of assessment (%) 79% 7% 80% 82% 84% 75% 75%
Current number of legally operating sidewalk cafes 896 871 956 1126 1,163 * *

* Critical Indicator ~ “NA” - means Not Available in this report

Agency Customer Service

The Department of Consumer Affairs serves its customers through its walk-in facilities, website and

correspondence.
DCA Citywide
DCA Citywide DCA Citywide Change 2010 Change 2010

Indicator FY10 FY10 FY11 FY11 to 2011 to 2011
Average response time for email correspondence (days) 10 5 6 7 -40% 40%
Average wait time to speak with a customer service agent
at a walk-in facility (min:sec) 14:00 28:00 12:00 37:00 -14% 32%
Service requests meeting expected time of action (%) 89.4% 79.1% 99.6% 82.1% 10.2% 3%
Facility Rating by Customers Observing and Reporting
Experiences Program (Scale = 0-100) 88 83 83 85 -5% 2%
Number of 311 inquiries (to MMR agencies) 143,262 7,489,368 131,512 7,252,869  -8% -3%
Number of agency customers surveyed for overall
customer satisfaction 427 960,685 106 1,021,939  -75% 6%
Number of completed customer requests for interpretation 1,622 1,786,715 1,697 1438872 5% -19%
311 Customer Service Center Requests for Service

Target - Actual - % Target - Actual - %

Total 2010 Days 2010 Days Meeting Total 2011 Days 2011 Days Meeting

Top Service Requests 2010 toAction  toAction 2010 Target 2011 toAction  toAction 2011 Target
Consumer Complaint -
Exchange/Refund/Return 2,969 4.0 1.0 99% 2,814 4.0 1.0 100%
Consumer Complaint - False Advertising 1,422 4.0 1.0 99% 1,428 4.0 1.0 99%
Consumer Complaint - Non-Delivery
Goods/Services 2,059 4.0 1.0 99% 1,838 4.0 1.0 100%
Consumer Complaint - Overcharge 2,059 4.0 1.0 99% 1,489 4.0 1.0 99%
DCA/ DOH New License Application
Request - General Street Vendor License 2,135 1.0 2.0 51% 719 7.0 1.0 100%
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311 Customer Service Center Inquiries

% of DCA Rank % of DCA Rank

Total Inquiries in#of Calls  Total Inquiries in # of Calls
Top DCA-related Inquiries 2010 in 2010 in 2010 2011 in 2011 in 2011
EITC - Facility Finder 20,536 14% 1 11,834 9% 1
Investigate a Business Licensed by DCA 13,008 9% 2 11,784 9% 2
Retail Store Complaint 5,152 4% 4 5,636 4% 3
General Vendor License - Apply 5,684 4% 3 4,778 4% 4
Year-Round Food Cart Vendor License - Apply 3,828 3% 6 4,449 3% 5
Agency Resources

A c t u a l Preliminary Updated

Agency Resources FY07 FY08 FY09 FY10 FY11 FY11' FY12' FY12?
Expenditures ($ millions)’ $174  $205  $215  $223  $237  $237  $224 $28.3
Revenues ($ millions) $246  $26.3  $255  $274  $298  $231  $24.2 $26.3
Personnel 288 304 286 288 286 328 321 370
Overtime paid ($000) $617 $1,051  $913 $676 $123 * * *

1January 2011 Financial Plan 2puthorized Budget Level

3Expenditures include all funds

“NA” means Not Available in this report

Noteworthy Changes, Additions or Deletions
The Department set higher Fiscal 2012 targets for the three measures that report on the percent of
complaints processed within specific time periods to reflect expected performance based on process
improvements implemented over the last few years. Additionally, the Fiscal 2012 target for ‘License

Law compliance rate (%)’ was increased from 82% to 87%.

For more information please visit the website at: www.nyc.gov/dca
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Key Public Service Areas

v" Help businesses start, operate and
expand in New York City.

v" Enable small businesses to become
more profitable and productive.

v Strengthen New York City’s commercial
districts.

v Help minority and women-owned
businesses identify and compete for
City contracts.

Scope of Agency Operations
The Department of Small Business
Services (SBS) makes it easier for
businesses in New York City to form, do
business and grow by providing direct
assistance to business owners, fostering
neighborhood development in commercial
districts, and linking employers to a skilled
and qualified workforce. SBS runs the
City’s NYC Business Solutions Centers,
Industrial Business Solutions Providers,
and the City’s Workforcel Career Centers,
provides services to support the growth of
local economic development organizations
throughout the City, and administers the
Minority and Women-owned Business
Enterprise Program.

DEPARTMENT OF SMALL BUSINESS SERVICES

Robert W. Walsh, Commissioner

Critical Objectives

Help businesses and entrepreneurs access free business courses, obtain
legal assistance, secure financing, access incentives, resolve government
related issues, hire and train employees, learn how to sell to the
government, get certified as a Minority and Women-owned Business
Enterprise (M/WBE) and obtain help during an emergency.

Promote and administer incentives programs that help to retain jobs and
businesses in New York City.

Develop and expand services available through the NYC Business Express
website.

Save businesses time and money by providing qualified job candidates in
a timely manner.

Prepare jobseekers for employment, place them in jobs, and facilitate their
career advancement through training linked to jobs in high growth
industries.

Strengthen commercial districts throughout the five boroughs by
supporting New York City’s Business Improvement District (BID)
program and by providing technical assistance and project funding to local
economic development organizations.

Help historically underserved groups become more competitive and ensure
their meaningful participation in government procurement.

Performance Report
V' Help businesses start, operate and expand in New York City.

In Fiscal 2011, NYC Business Solutions experienced continued growth in
its financing assistance for businesses by helping 627 businesses win
$39.8 million in financing assistance. NYC Business Solutions focused
this year on partnering with lending organizations in order to establish
strong customer referral networks. This strategy has led to more approvals
resulting in a 23 percent increase in the number of loans awarded to
customers through facilitation by NYC Business Solutions and a 35
percent increase in value. The number of unique businesses receiving
loans increased by 22 percent.

NYC Business Solutions provides services to small businesses seeking to
launch, continue operating, and expand in the City. In Fiscal 2011, the
number of businesses served increased by 14 percent to 10,247. This
overall increase has been driven by a strategy to re-engage existing
customers and provide them with additional services, decreasing the
number of first-time customers served.

The Energy Cost Savings Program (ECSP) helps eligible businesses
reduce energy costs associated with relocation or capital improvements.
The businesses approved for ECSP in Fiscal 2011 will save an estimated
$433,000 in annual energy costs. In Fiscal 2011, a continued decline in
renovation construction activity, which triggers eligibility for the
incentive, led to fewer large-employer applicants. This resulted in a 55
percent decrease in estimated energy cost savings and a 77 percent
decrease in jobs created or retained as a result of ECSP.
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Actual Target

I
'F,,@‘ Updated

Performance Statistics FYOo7 FY08 FY09 FY10 FY11  FY!1  FY12
% Unique visitors to NYC Business Express website 6,642 32,581 62,065 96,318 165,689 * *
K Repeat visitors to NYC Business Express website 1,399 5569 13,870 23,847 34680 * *
% [oans awarded to businesses through facilitation by NYC Business

Solutions 134 176 264 575 710 * *
* Unique businesses receiving loans NA 165 252 514 627 * *
Businesses served through NYC Business Solutions NA 9235 8999 8957 10,247 * *
New businesses served through NYC Business Solutions 9830 7632 7236 7,766 6,306 * *
Financing facilitated through NYC Business Solutions ($000) $19,395 $11,931 $24,837 $29,528 $39,840 * *
Value of Energy Cost Savings Program (ECSP) savings for businesses

($000) $2,026 $4414 $1,115 $967  $433  * *
Jobs created or retained by ECSP 6,210 8,647 6915 4656 1,083 * *
Value of Lower Manhattan Energy Program (LMEP) savings for commercial

tenants (cumulative) ($000) $28,129 $28,510 $32,313 $31,938 $24,915 * *
Commercial tenants added to LMEP (cumulative) 1414 1428 149 1458 1403 * *

% Critical Indicator ~ “NA” - means Not Available in this report

v' Enable businesses to become more profitable and productive by connecting them to a skilled and
qualified workforce while helping the City’s workforce get placed in jobs and advance in their careers.

* In Fiscal 2011, 80,083 jobseekers were Workforcel Career Centers
registered through the Workforcel Career Job Placements
Center system. This 18 percent decrease 0,000
from Fiscal 2010 reflects the year-to-year
decrease in the number of NYS
Department of Labor unemployment
insurance claimants, who are required to
regi§ter with the system for career center 0,000 17,218 17,148 19,386
services.

*  Workforcel system-wide job placements
were 24,701 in Fiscal 2011, a 16 percent
decrease from Fiscal 2010. Of these
24,701 job placements, 2,203 were with o
businesses served by NYC Business FY 2007 FY 2008 FY 2009 FY 2010 FY2011
Solutions Centers. The decrease in placements resulted from a change in vendors for the management
of the Bronx, Brooklyn, and Staten Island Workforcel Career Centers in the second half of the fiscal
year, and ramp-up for new staff. In Fiscal 2012, these Centers will operate at full capacity and job
placements there are expected to increase.

e In Fiscal 2011, 16 businesses were awarded grants through NYC Business Solutions Training Funds,
a program enabling employers to develop customized training programs to increase the skills and
salaries of their employees. This 62 percent decrease from Fiscal 2010 is due to reduced funding for
the program and reallocation of $400,000 in the remaining funds to sector-specific and software

30,000 29,456

24,701

10,000

training.
Actual Target
Updated
Performance Statistics FYo7  FY08 FY09 FY10 FY11  FY!1  FY12
Number of new jobseekers registered through the Workforce1 Career Center
system 41,671 58,795 94,382 97,755 80,083 * *
* Workforce1 system-wide job placements 17,218 17,149 19,386 29,456 24,701 * *
% - Hires through NYC Business Solutions Centers 702 1514 1,741 3135 2203 * *
* Recruit-to-hire ratio for job placements made through accounts managed
by NYC Business Solutions Hiring 41 31 31 31 31 * *
* Businesses awarded NYC Business Solutions Training Funds 15 23 34 42 16 * *

% Critical Indicator ~ “NA” - means Not Available in this report
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v Strengthen New York City’s commercial districts by supporting locally based economic development

organizations.

¢ While the Avenue NYC Program’s grant allocation decreased by 19 percent in Fiscal 2011, the
program continued to support organizations’ efforts to support City commercial districts. The
program worked with the organizations to attract new businesses, promote commercial corridors, and
support facade improvements in Fiscal 2011. SBS continued to counteract funding challenges with

increased standards of accountability and transparency placed on funded organizations and to increase
investment in capacity-building programming that provides organizations with tools to implement and

execute more effective projects.

Performance Statistics

Actual Target
Updated

FY07  FY08 FY09  FY10 FY11  FY1l  FY12

% Total City blocks receiving supplemental sanitation services through BIDs 1,091 1,162 1,262 1262 1262 * *

* Average acceptably clean BID sidewalk ratings (%)

98.9% 989% 992% 991% 99.0% * *

Value of Avenue NYC (local development corps.) funding ($ millions)

$280 $2.78 $3.27 $221 $180 * *

% Critical Indicator ~ “NA” - means Not Available in this report

v Help minority and women-owned businesses identify and compete for City contracts.

* The Minority and Women-Owned Business Enterprise (M/WBE) program has a total of 3,244
certified businesses, up 16 percent from Fiscal 2010 with 549 new certifications. The number of City
contracts awarded to M/WBEs after receiving direct assistance increased by 3 percent and the overall
number of City contracts awarded to M/WBEs increased by 6 percent to 6,564. This increase in
contracts awarded to M/WBEs is attributed to policy changes and agency buyer efforts aimed at
increasing M/WBEs’ exposure to contract opportunities in the Small Purchases category.

* In Fiscal 2011, the number of M/WBEs choosing to recertify was 49 percent of the businesses due to
expire, down from 70 percent the previous year. This is due to a high number of expirations of

companies that entered the program
through the expedited process for
certifications with government and non-
profit entities, a population that does
not recertify at as high a rate as
businesses who complete the full
application. To recertify, these firms
must use a full application, which
requires a longer lead time than the
expiration notification process. In
Fiscal 2012, the program will contact
such companies earlier.

4,000

3,500

3,000

2,500

2,000

1,500

1,000

500

0

Minority/Women-Owned Business Enterprise Program
Total Certified and Newly Certified Companies

3,244

2,791
2,200

1,604

1,236

611 636
452 550 549
FY 2007 FY 2008 FY 2009 FY 2010 FY 2011

Total Certified ™ Newly Certified

”~

197



"~

198

Actual Target
Updated
Performance Statistics FYOo7 FY08 FY09 FY10 FY11  FY!1  FY12
 Minority and Women-owned Business Enterprises (M/WBEs) awarded
City contracts NA 418 427 485 529 * *
* - M/MBEs awarded contracts after receiving direct assistance NA 337 318 356 378 * *
% Number of City contracts awarded to M/WBEs 4600 5762 5892 6173 6564 ¥ *
* - Contracts awarded to M/WBEs after receiving direct assistance 3235 4,264 3949 4707 485 ¥ *
Newly certified businesses in M\WBE Program 452 550 611 636 549 * *
* Total M/WBEs certified 1,236 1,604 2200 2,791 3244 * *
% Annual M/WBE recertification rate 591% 62.7% 782% 702% 494% * *
Newly certified businesses in Locally-Based Enterprise Program 31 28 20 14 15 * *

% Critical Indicator ~ “NA” - means Not Available in this report

Agency Customer Service

The Department of Small Business Services serves its customers through its walk-in facilities, website

and correspondence.

SBS Citywide
SBS Citywide SBS Citywide Change 2010 Change 2010

Indicator FY10 FY10 FY11 FY11 to 2011 to 2011
Average response time for email correspondence (days) 2 5 3 7 50% 40%
Average response time for letters/mail correspondence
(days) 6 15 9 " 50% 27%
Facility Rating by Customers Observing and Reporting
Experiences Program (Scale = 0-100) 90 83 96 85 7% 2%
Number of 311 inquiries (to MMR agencies) 33,246 7,489,368 25,476 7,252,869  -23% -3%
Number of agency customers surveyed for overall
customer satisfaction 15,879 960,685 18,725 1,021,939 18% 6%
Number of completed customer requests for
interpretation 4,857 1,786,715 16,631 1,438,872  242% -19%
311 Customer Service Center Inquiries

% of SBS Rank % of SBS Rank

Total Inquiries in#of Calls  Total Inquiries in # of Calls

Top SBS-related Inquiries 2010 in 2010 in 2010 201 in 2011 in 2011
Find a Workforce1 Career Center 13,829 42% 1 8,570 34% 1
Help Starting a Small Business 7,212 22% 2 6,332 25% 2
Find a NYC Business Solutions Center 4,450 13% 3 2,864 1% 3
NYC Business Express - General Information 2,227 7% 4 2,337 9% 4
Job Seeker Assistance 1,615 5% 5 2,147 8% 5
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Agency Resources

A c t u a l Preliminary Updated
Agency Resources FYO07 FYO08 FY09 FY10 FY11 FY11' Fy12' FY122
Expenditures ($ millions)’ $1224  $1366 $1535 $150.6  $1445 $1445 $1242  $146.0
Revenues ($ millions) $186  $236  $29.0  $295  $532  $538  $68.9 $71.3
Personnel 286 305 312 306 238 262 242 245
Overtime paid ($000) $34 $35 $27 $36 $15 * * *
Human services contract budget ($ millions) $21.7 §21.7 $39.9 $50.2 $43.1 $41.1 $30.9 $31.5

1January 2011 Financial Plan

2puthorized Budget Level

3Expenditures include all funds

“NA” means Not Available in this report

Noteworthy Changes, Additions or Deletions

None

For more information please visit the website at: www.nyc.gov/sbs
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NON-MAYORAL AGENCIES

L!.!J Public Libraries
City University of New York

Board of Elections






PuUBLIC LIBRARIES

Anthony W. Crowell, Chair — Brooklyn Public Library System
Catherine C. Marron, Chair — New York Public Library System
Joseph R. Ficalora, President — Queens Borough Public Library System

Scope of Agency Operations

Library services are provided through three independent systems: the Brooklyn Public Library, the New
York Public Library and the Queens Borough Public Library. These systems operate 214 local library
branches throughout the City and four research library centers in Manhattan. The libraries offer free and
open access to books, periodicals, electronic resources and non-print materials. Reference and career
services, Internet access, and educational, cultural and recreational programming for adults, young adults
and children are also provided. The libraries’ collections include 377 electronic databases and more than
65 million books, periodicals and other circulating and reference items.

Program Attendance and Program Sessions
at Library Systems (Branches)

3,000,000 180,000
2,420,846
2,500,000 150,000
2,247,430 2,232,560
2,064,410
2,000,000 | 1,856,420 120,000
114,891 117,968 118,295
1,500,000 103,188 90,000
85,421
1,000,000 60,000
500,000 30,000
0 0
FY 2007 FY 2008 FY 2009 FY 2010 FY 2011
Program Attendance  =B=Program Sessions
Library Circulation (000)
Fiscal 2011
20,280
20,609
B New York PublicLibrary QueensBorough PublicLibrary Brooklyn PublicLibrary
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Brooklyn Public Library

Actual Target
Updated
Performance Statistics FY07 FY08 FY09 FY10 FY11 FY11 FY12
* Average weekly scheduled hours 37.9 46.7 46.0 443 35.5 443 443
Libraries open seven days per week (%) 10% 10% 10% 10% 10% 10% 10%
% Libraries open six days per week (%) 100% 100% 100% 100% 28% 100% 59%
* Circulation (000) 16,497 16,825 17,273 19,474 20,280 20,000 21,000
Reference queries (000) 3,148 3,450 3,436 3,380 3,401 3,500 3,500
Electronic visits to website (000) 3,695 3,882 4,836 5,337 5,807 * *
Computers for public use 1,078 1,108 1,108 1,108 1,108 1,128 1,128
Program sessions 37,634 43,862 46,091 49,398 43,748 38,500 38,500
X Program attendance 850,756 894,648 868,616 924,700 855,713 1,000,000 750,000
 Library card holders (000) 1,079 1,075 1,154 1,306 41 500 750
X Total library attendance (000) 12,411 12,915 13,225 12,036 12,341 14,000 14,000
% Critical Indicator ~ “NA” - means Not Available in this report
311 Customer Service Center Inquiries
% of BPL Rank % of BPL Rank
Total Inquiries in#of Calls  Total Inquiries in # of Calls
Top BPL-related Inquiries 2010 in 2010 in 2010 201 in 2011 in 2011
Find a Library - Brooklyn 5,483 85% 1 4,684 85% 1
General Information - Brooklyn Public Library ~ 562 9% 2 459 8% 2
Elementary School Student After School
Program - Drop-In 196 3% 3 135 2% 3
Library Complaint - Brooklyn 136 2% 4 126 2% 4
Find a Library - Bronx - Manhattan - Staten
Island 46 1% 5 34 1% 5




New York Public Library - Branch

Actual Target
Updated
Performance Statistics FY07 FY08 FY09 FY10 FY11 FY11 FY12
* Average weekly scheduled hours 39.5 517 51.9 47.0 46.6 46.0 46.0
Libraries open seven days per week (%) 3% 9% 1% 4% 4% 4% 4%
* Libraries open six days per week (%) 44% 100% 100% 100% 100% 100% 100%
* Circulation (000) 16,557 19,588 22,104 24,085 27,908 24,200 24,200
Reference queries (000) 7,651 7,79 8,058 7,503 7,909 8,000 8,000
Electronic visits to website (000) 25,410 28,037 24,637 25,369 31,248 27,400 27,400
Computers for public use 2,583 2,854 3,525 3,627 3,704 3,627 3,627
Program sessions 25,922 30,968 38,613 42,024 43,270 30,900 30,900
X Program attendance 549,850 630,417 781,899 758,685 864,669 630,000 630,000
X Library card holders (000) 2,567 2,589 2,654 3,120 2,215 3,250 2,400
X Total library attendance (000) 13,190 14,224 15,608 15,248 15,063 15,600 15,600
% Critical Indicator ~ “NA” - means Not Available in this report
New York Public Library - Research
Actual Target
Updated
Performance Statistics FYQ07 FY08 FY09 FY10 FY11 FY11 FY12
X Average weekly scheduled hours 39.5 475 49.0 48.8 46.8 48.0 48.0
Libraries open seven days per week (%) 0% 25% 25% 0% 25% 25% 25%
X Libraries open six days per week (%) 25% 100% 100% 100% 75% 100% 100%
Reference queries (000) 616 564 453 402 375 625 625
Program sessions 2,208 1,605 1,187 1,041 1,639 1,600 1,600
X Program attendance 59,979 59,643 70,038 67,220 101,533 60,000 60,000
X Total library attendance (000) 1,805 2,010 2,381 2,363 2,475 2,000 2,000
* Critical Indicator ~ “NA” - means Not Available in this report
311 Customer Service Center Inquiries
% of NYPL Rank % of NYPL Rank
Total Inquiries in#of Calls  Total Inquiries in # of Calls
Top NYPL-related Inquiries 2010 in 2010 in 2010 201 in 2011 in 2011
Find a Library - Bronx - Manhattan - Staten
Island 8,499 86% 1 6,843 85% 1
General Information - New York Public Library 803 8% 2 627 8% 2
Elementary School Student After School
Program - Drop-In 258 3% 3 205 3% 3
Library Complaint — Bronx — Manhattan -
Staten Island 228 2% 4 186 2% 4
Middle School Student After School Program -
Drop-In 21 0% 6 40 0% 5
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Queens Borough Public Library

Actual Target
Updated
Performance Statistics FY07 FY08 FY09 FY10 FY11 FY11 FY12
* Average weekly scheduled hours 38.7 435 432 427 39.3 38.9 38.9
Libraries open seven days per week (%) 6% 10% 6% 2% 2% 2% 2%
% Libraries open six days per week (%) 37% 100% 100% 76% 38% 30% 30%
* Circulation (000) 21,034 22,822 23,073 23,064 20,609 21,200 21,200
Reference queries (000) 3,512 3,892 3,841 3,612 3177 3,612 3,612
Electronic visits to website (000) 2,79 3,691 4,119 4,809 7,030 5,025 5,025
Computers for public use 1,150 1,150 1,150 1,245 1,551 1,320 1,320
Program sessions 21,865 28,358 30,187 26,592 29,638 24,358 24,358
* Program attendance 455815 539,347 596,914 550,355 598,931 504,125 504,125
* Library card holders (000) 792 827 874 889 902 889 889
% Total library attendance (000) 13,474 14,892 14,499 14,127 12,966 13,950 13,950
% Critical Indicator ~ “NA” - means Not Available in this report
311 Customer Service Center Inquiries
% of QPL Rank % of QPL Rank
Total Inquiries in#of Calls  Total Inquiries in # of Calls
Top QPL-related Inquiries 2010 in 2010 in 2010 2011 in 2011 in 2011
Find a Library - Queens 2,667 81% 1 2,374 79% 1
General Information - Queens Public Library 300 9% 2 239 8% 2
Elementary School Student After School
Program - Drop-In 131 4% 3 137 5% 3
Library Complaint - Queens 109 3% 4 103 3% 4
Find a Summer Meal Program 19 1% 7 66 2% 5
Agency Resources
A c t u a l Preliminary Updated
Agency Resources FY07 FY08 FY09 FY10 FY11 FY11' FY12' FY122
Expenditures ($ millions)” $330.1  $266.7  $366.3  $210.5 $299.9 §$127.7 $227.3  $1424
Personnel 4510 4,826 4,557 4,382 3,946 3,870 2,915 4,428
Capital commitments ($ millions) $387  $51.5  $1038 $73.7  $212  $2795 $16.8 $50.5

1January 2011 Financial Plan 2puthorized Budget Level 3Expenditures include all funds “NA” means Not Available in this report
3Expenolitures include all funds. January Plan figures reflect modifications in Federal, State, and other non-City funding, since the adoption of the Fiscal 2010 budget.

206



Noteworthy Changes, Additions or Deletions
New York Public Library
* To get a more accurate tally of active patrons, The New York Public Library has purged a large
number of unused patron cards from its database of active patron cards. NYPL has redefined inactive
as a patron card that has not been used for 3 years. As a result, the FY12 Target for “Library card
holders” has been reduced to 2,400,000.

Queens Borough Public Library
None

Brooklyn Public Library
None

For more information please visit the websites at: Brooklyn Public Library
www.brooklynpubliclibrary.org, New York Public Library www.nypl.org , and Queens Borough Public
Library www.queenslibrary.org

L
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CIty UNIVERSITY OF NEW YORK

Matthew Goldstein, Chancellor

Scope of Agency Operations

The City University of New York (CUNY) provides higher education to more than 262,000 degree
seeking students and over 233,000 adult and continuing education students. CUNY consists of 23
institutions: eleven senior colleges, six community colleges, the William E. Macaulay Honors College at
CUNY, the Graduate School and University Center, the CUNY Graduate School of Journalism, the
CUNY School of Law, the CUNY School of Professional Studies, and the CUNY School of Public
Health. CUNY will open its new community college in fall 2012. CUNY enrolls students in 1,436
academic programs, as well as adult and continuing education programs. Courses are taught by
approximately 7,331 full-time faculty and 11,216 part-time faculty. In the academic year 2010-2011,
CUNY granted an estimated 9,215 graduate and professional degrees, 19,280 baccalaureate degrees,
11,700 associate degrees, 360 certificates and 665 advanced certificates.

Total Student Enrollment

Students
280,000

259,515 262,321
260,000
244,273
240,000
232,960
225,962
220,000
200,000
Fall 2006 Fall 2007 Fall 2008 Fall 2009 Fall 2010
Actual Target
Updated
Performance Statistics FYOo7  FY08 FY09 FY10 FY11  FY!1  FY12

High school students participating in college preparation program (College
Now) 51,973 48234 40,870 28,017 27,122 * *

Community College and second year baccalaureate students who pass
CUNY's writing ability test for attainment of associate degree or movement to

next year in senior college (%) 946% 93.1% 93.6% 939% NA * *
Mean SAT score of enrolled freshmen in baccalaureate programs 1041 1036 1050 1084 1100 * *
Baccalaureate degree seeking students admitted who enroll (%) 51.8% 525% 51.7% 496% 461% * *
Honors college student enroliment 1,09 1,198 1220 1,352 1417 * *
X One-year (fall-to-fall) retention rate of full-time first-time freshmen enrolled

in a baccalaureate program at a CUNY college 83.7% 846% 84.7% 850% 859% * *
X One-year (fall-to-fall) retention rate of full-time first-time freshmen enrolled

in an associate program at a CUNY community college 65.5% 648% 66.1% 66.7% 68.0% * *
* Six-year graduation rate of full-time first-time freshmen seeking a

baccalaureate degree at a CUNY college 49.2% 493% 49.6% 506% NA * *

% Critical Indicator ~ “NA” - means Not Available in this report
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0 Actual Target
LAi Updated
Performance Statistics FYO7  FY0O8 FY09 FY10 FY™1  FY11  FY12
% Six-year graduation rate of full-time first-time freshmen seeking an
associate degree at a CUNY community college 282% 28.6% 28.5% 27.6% NA * *
Students passing the New York State Teacher Certification Examination (%) 98% 97% 97% 98% 97% * *
Students passing the National Council Licensure Examination for Registered
Nurses (%) (CY 2000-2004) 86.0% 86.3% 86.5% 854% 855% * *
Instructional hours delivered by full-time faculty (Fall) - Community colleges
(%) 46.2% 46.1% 43.3% 456% 443% * *
- Senior colleges (%) 429% 432% 418% 433% 419% * *
* Enroliment of first-time freshmen in CUNY community colleges 12,745 13,935 15269 17,220 17512 * i
* Number of students transferring to a CUNY baccalaureate program within
two years of leaving a CUNY associate program 5683 5605 5989 6,754 7311 * *
 Critical Indicator ~ “NA” - means Not Available in this report
311 Customer Service Center Inquiries
% of CUNY  Rank % of CUNY  Rank
Total Inquiries in#of Calls  Total Inquiries in # of Calls
Top CUNY-related Inquiries 2010 in 2010 in 2010 2011 in 2011 in 2011
Find a CUNY College 10,477 69% 1 6,721 59% 1
CUNY Admissions Services 2,730 18% 2 2,168 19% 2
Free GED Bridge Classes - LaGuardia
Community College NA NA NA 798 7% 3
CUNY Prep Program 344 2% 4 363 3% 4
CUNY Continuing and Professional Education 471 3% 3 337 3% 5
Agency Resources
A c t u a Preliminary Updated
Agency Resources FY07 FY08 FY09 FY10 FY11 FY11' FY12' FY12?
Expenditures ($ millions)’ $622.7  $671.3  $707.1  $764.7 $809.8 §7849 $7212  §770.0
Revenues ($ millions) $1958  $1957 $219.0 $276.8 $269.1 §270.5 $276.5  $2855
Personnel 6,608 6,936 7,286 7,775 7,653 7,381 7,329 7,289
Overtime paid (3000) $4247  $4/438  $4759  $5078  §3,194 * * *
Work Experience Program (WEP) participants assigned 468 372 338 417 640 * * *

1January 2011 Financial Plan ~ 2Authorized Budget Level

3Expenditures include all funds

“NA” means Not Available in this report

Noteworthy Changes, Additions or Deletions
* In November 2010, the CUNY Board of Trustees voted to eliminate CUNY’s writing ability test (the
CUNY Proficiency Exam - CPE) as a degree requirement for all previous, current, and future CUNY

students.

For more information please visit the website at: www.cuny.edu
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BOARD OF ELECTIONS

Dawn Sandow, Executive Director

Scope of Agency Operations
The Board of Elections of the City of New York is an administrative body of ten Commissioners, two
from each borough, upon recommendation by both political parties and then appointed by the City
Council for a term of four years. The Commissioners appoint a bipartisan staff to oversee the daily
activities of its main and five borough offices. The Board is responsible under New York State Election
Law for the following:

¢ Voter registration, outreach and processing

* Maintenance and updating of voter records

* Processing and verification of candidate petitions/documents

¢ Campaign finance disclosures of candidates and campaign committees

* Recruiting, training and assigning the various election day officers to conduct elections

* Operation of poll site locations

* Maintainance, repair, setup and deployment of the election day operation equipment

Actual Target
Updated

Performance Statistics FYyo7  FY08 FY09  FY10 FY11  FY11  FY12
Number of Registrations processed i :
Number of poll workers trained (target required) * *
Election day poll worker absence rate (%) * *
Overall voting equipment failure rate on election days (%) * *
Polling site complaints:
- Regarding lack of access or waiting times
- All other polling place complaints * *
Other voter complaints * *
Number of Polling places open on time (%) * *
Calls to BOE voter hotline
- Calls answered in 30 seconds (%) * *
Number of polling places open on time (%) * *
Polling sites with at least one operational Ballot Marking Device (BMD) on
election days (%) * *
Number of votes cast using BMDs * *
Number of polling site complaints regarding BMDs, by individual site * *
New voting machines procured (target required) * *
Average time to performance equipment acceptance tests (days:hrs) * *
Equipment passing acceptance tests (96) i i
Equipment suitably stored prior to elections (%) * *
Public attendance at voting machine demonstrations * *
Polling sites with all required new voting machines operational (%)
- Primary election day
- General election day
- Special election day * *
New equipment failure rate (%)
- Primary election day
- General election day
- Special election day * *
Polling site complaints regarding new voting machines
- Primary election day
- General election day

- Special election day

% Critical Indicator ~ “NA” - means Not Available in this report
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311 Customer Service Center Inquiries

% of BOE Rank % of BOE Rank

Total Inquiries in#of Calls  Total Inquiries in # of Calls
Top BOE-related Inquiries 2010 in 2010 in 2010 2011 in 2011 in 2011
Election Information and Voter Registration 9,774 47% 1 10,371 38% 1
Find a Poll Site 7,048 34% 2 9,194 33% 2
Absentee Voting 1,613 8% 3 2,619 9% 3
Poll Worker Assistance 1,007 5% 4 1,674 6% 4
Become a Poll Worker 983 5% 5 1,440 5% 5
Agency Resources

A c t u al Preliminary Updated

Agency Resources FY07 FY08 FY09 FY10 FY11 FY11' FY12' FY12
Expenditures ($ mi/lions)3 $71.7 $80.7 $81.1 $95.7 $106.6  $103.3  $69.9 $99.7
Revenues ($000) $79 $63 $79 $114 $52 $116 $116 $116
Personnel 415 550 41 472 488 1,105 951 1,299
Overtime paid (3000) $4,825  $6,004 96,938  $5302  $1,292 * *

1January 2011 Financial Plan 2puthorized Budget Level

3Expenditures include all funds

“NA” means Not Available in this report

Noteworthy Changes, Additions or Deletions

* As of the date of publication, the Board of Elections has declined to provide performance data for its

operations.

For more information please visit the website at: www.vote.nyc.ny.us




Li1SsT oF KEY ToPICS
BY MMR AGENCY

Agency

Keyword Acronym Agency Name
Abuse and/or neglect reports ACS Administration for Children's Services
Administrative Services DCAS Department of Citywide

Administrative Services
Administrative Trials and Hearings OATH Office of Administrative Trials

and Hearings
Adoption ACS Administration for Children's Services
Adult basic education DYCD Department of Youth and

Community Development
Adult protective services HRA Human Resources Administration
Adult shelters DHS Department of Homeless Services
After hours work DOB Department of Buildings
AIDS DOHMH Department of Health and Mental Hygiene
AIDS HHC Health and Hospitals Corporation
Air complaints DEP Department of Environmental Protection
Air quality DEP Department of Environmental Protection
Art projects DCLA Department of Cultural Affairs
Asbestos DEP Department of Environmental Protection
Asthma DOHMH Department of Health and Mental Hygiene
Autopsy OCME Office of Chief Medical Examiner
Bicycles DOT Department of Transportation
Birth certificates DOHMH Department of Health and Mental Hygiene
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Bridges

Bus shelters

Business Express

Business Improvement Districts

Business tax

Cable television

Carting

Catch basins

Child abuse

Child care

Child support

Childhood blood lead levels

Civilian fire fatalities

Community development programs

Complaints of police misconduct

Construction

Consumer protection

Crime

CUNY community college

Death certificate

Design and Construction

DNA homicide cases

DOT

DOT

SBS

SBS

DOF

DoITT

BIC

DEP

ACS

ACS

HRA

DOHMH

FDNY

DYCD

CCRB

DOB

DCA

NYPD

CUNY

DOHMH

DDC

OCME

Department of Transportation

Department of Transportation

Small Business Services

Small Business Services

Department of Finance

Department of Information Technology
and Telecommunications

Business Integrity Commission

Department of Environmental Protection

Administration for Children's Services

Administration for Children's Services

Human Resources Administration

Department of Health and Mental Hygiene

Fire Department of New York

Department of Youth and
Community Development

Civilian Complaint Review Board

Department of Buildings

Department of Consumer Affairs

New York City Police Department

City University of New York (CUNY)

Department of Health and Mental Hygiene

Department of Design and Construction

Office of Chief Medical Examiner



Domestic violence shelter

Drinking fountains

Drinking water

Drug abuse

Economic and financial opportunity

Education

Elections

Emergency response training

Emergency room

Environmental review application

Facade conditions/falling debris

Family court

Fire response time

Food service establishments

Food stamps

For-hire vehicles

Foster care

Head start

HIV

HIV

Home care

Home care services

Home improvement contractor

HRA

DPR

DEP

DOHMH

SBS

DOE

BOE

OEM

HHC

DCP

DOB

DOP

FDNY

DOHMH

HRA

TLC

ACS

ACS

DOHMH

HHC

HRA

DFTA

DCA

Human Resources Administration

Department of Parks & Recreation

Department of Environmental Protection

Department of Health and Mental Hygiene

Small Business Services

Department of Education

Board of Elections

Office of Emergency Management

Health and Hospitals Corporation

Department of City Planning

Department of Buildings

Department of Probation

Fire Department of New York

Department of Health and Mental Hygiene

Human Resources Administration

Taxi and Limousine Commission

Administration for Children's Services

Administration for Children's Services

Department of Health and Mental Hygiene

Health and Hospitals Corporation

Human Resources Administration

Department for the Aging

Department of Consumer Affairs
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HUD NYCHA New York City Housing Authority

Human Rights CCHR City Commission on Human Rights
Hydrants DEP Department of Environmental Protection
Immunizations DOHMH Department of Health and Mental Hygiene
Infant mortality DOHMH Department of Health and Mental Hygiene
Inmates DOC Department of Correction

Investigation DOI Department of Investigation

Juvenile delinquency DOP Department of Probation

Land use applications DCP Department of City Planning

Landmarks LPC Landmarks Preservation Commission
Libraries BPL Brooklyn Public Library

Libraries NYPL New York Public Library

Libraries QPL Queens Borough Public Library
Mammogram screening HHC Health and Hospitals Corporation
Medallions/yellow cabs TLC Taxi and Limousine Commission

Medical care HHC Health and Hospitals Corporation

Medical emergencies FDNY Fire Department of New York

Minority/Women-owned

business enterprises SBS Small Business Services
New buildings DOB Department of Buildings
New Housing Marketplace Plan HPD Department of Housing Preservation

and Development

Newsstands DOT Department of Transportation

Noise complaints DEP Department of Environmental Protection
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NYC business solutions

NYC.gov

Out-of-School Time programs

Parking meters

Parking tickets

Parks

Permanent housing

Pest control

Pothole

Prenatal care

Primary care

Probationers

Property tax

Pruning (tree)

Public health insurance

Public housing

Public wholesale markets

Rats

Ready New York guides

Recreation center

Records

Recycling

SBS

DoITT

DYCD

DOT

DOF

DPR

DHS

DOHMH

DOT

HHC

HHC

DOP

DOF

DPR

HRA

NYCHA

BIC

DOHMH

OEM

DPR

DORIS

DSNY

Small Business Services

Department of Information Technology
and Telecommunications

Department of Youth and
Community Development

Department of Transportation

Department of Finance

Department of Parks & Recreation

Department of Homeless Services

Department of Health and Mental Hygiene

Department of Transportation

Health and Hospitals Corporation

Health and Hospitals Corporation

Department of Probation

Department of Finance

Department of Parks & Recreation

Human Resources Administration

New York City Housing Authority

Business Integrity Commission

Department of Health and Mental Hygiene

Office of Emergency Management

Department of Parks & Recreation

Department of Records and
Information Services

Department of Sanitation
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Refuse

Reservoir capacity

School safety

Section 8 housing

Senior centers

Sewage treatment plants

Sewer backup

Shelter services

Smoking

Staten Island ferry

Stimulus

Street cave-in

Street lights

Street signs

Street work

Streets

Structural fires

Swimming pools

Syphilis

Taxes

Tobacco regulations

Torts

DSNY

DEP

NYPD

NYCHA

DFTA

DEP

DEP

DHS

DOHMH

DOT

DYCD

EDC

DEP

DOT

DOT

DOT

DOT

FDNY

DPR

DOHMH

DOF

DCA

LAW

Department of Sanitation

Department of Environmental Protection

New York City Police Department

New York City Housing Authority

Department for the Aging

Department of Environmental Protection

Department of Environmental Protection

Department of Homeless Services

Department of Health and Mental Hygiene

Department of Transportation

Department of Youth and Community
Development
Economic Development Corporation

Department of Environmental Protection

Department of Transportation

Department of Transportation

Department of Transportation

Department of Transportation

Fire Department of New York

Department of Parks & Recreation

Department of Health and Mental Hygiene

Department of Finance

Department of Consumer Affairs

Law Department



Toxicology

Traffic accidents

Traffic fatalities

Traffic signals

Training grant

Trees planted

Tuberculosis

Unemployment

Water main

West Nile virus

Workforce 1

OCME

DOT

DOT

DOT

SBS

DPR

DOHMH

EDC

DEP

DOHMH

SBS

Office of Chief Medical Examiner

Department of Transportation

Department of Transportation

Department of Transportation

Small Business Services

Department of Parks & Recreation

Department of Health and Mental Hygiene

Economic Development Corporation

Department of Environmental Protection

Department of Health and Mental Hygiene

Small Business Services
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INDEX

abatement . . 76

abscond rate. . .. 35

abuse...... 13, 28, 29, 31-33, 35, 47, 151

academic performance. .. 17

access . . ... 3-5, 13, 25, 26, 31, 34, 39, 41, 49, 59,
70,75, 77,91, 97, 101, 103, 105, 110, 120,
127, 140, 151, 191, 195, 171, 203, 211, 183

access to City government . .. 97, 103

accessibility . . .. 31, 63, 170

acute care .. 13

adjournment. . .. 173
admissions . . . . . 13, 34-36, 128, 151, 210, 182
adoption . .. 31, 33, 119, 155, 157, 174, 206, 176,

182, 184

adult AIDS. . ... 4

Adult Basic Education. . . 51

adult literacy programs . . 49, 51

Adult Protective Services . ... 25,27, 28

adult shelter system . . . . . 41

Advanced Life Support . . 144

affordable housing .. 75, 81, 83, 119, 120

aftercare services. . .. 31

Agency Resources. . . 8, 11, 15, 22, 24, 30, 37, 43,
48, 52, 60, 68, 73, 79, 85, 90, 94, 101, 104,
107, 112, 116, 122, 125, 129, 134, 141, 145,
149, 154, 157, 161, 164, 167, 171, 175, 179,
157, 186, 189, 194, 199, 174, 206, 210, 212,
176, 182, 184

air complaints .. 59

allegation of abuse
and neglect. . . .. 31

alterations. . . . .. 71

alternative fuel vehicles . . 93

ambulance . . ... 143-145

apartments . . . .. 75, 76

applications . ... 27, 51, 56, 71, 76, 91, 92, 97, 99,
106, 119-121, 123, 124, 131, 177, 178, 155,
156, 192, 193

archeology . .. .. 124

arrest. ... .. 139, 151, 155, 165, 166

asbestos. . . . 55, 58, 59, 75, 76

assaults . ... 35,37, 151

asthma. . ... 3,4,14

attendance .. ... 17, 18, 41, 45, 46, 77, 78, 113-
115, 128, 153, 204-206, 211, 183
audits. . .. .. 51, 71,91, 183, 184

autopsy . ...9-11
average daily cost. . .35

average length of stay ... 13, 14, 34, 35, 42
average weekly scheduled hours . . 204-206

baccalaureate . . . 209, 210, 181

background investigations. . . . 165, 166, 177, 178,
155-157

Beacon ....49, 50

bed capacity . . .. 151

benefits . . . .27, 28, 39, 41, 45, 191

bias-related harassment . . 169, 170

bicycle. . . .. 63, 66, 120

BID....... 24,93, 195, 197, 171, 173
bid price . . . 24
bids....... 92,197,173

birth certificate. . 7, 107

blood lead levels. ... 6

bridges . ... 35, 63-65

Brooklyn Public Library . . . .. 203, 204, 207

budget. . . .. 8, 11, 15, 17, 22-24, 30, 37, 42, 43,
45, 48, 52, 60, 68, 73, 79, 83, 85, 87, 90, 94,
101, 103, 104, 107, 112, 114, 116, 122, 125,
129, 134, 141, 145, 149, 154, 157, 161, 164,
167,171, 175, 179, 157, 186, 189, 194, 199,
172, 174, 206, 210, 212, 176, 182, 184

Building Code . . 69

Building conditions. . 17

building violations . . 21
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