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NextGeneration NYCHA Strategies

Fund

• 1) Secure relief from 
PILOT

• 2) Improve collection of 
resident rent and fees

• 3) Lease ground floor 
spaces

• 4) Reduce central office 
costs

Operate

• 5) Transform to digital 
organization

• 6) Localize property 
management

• 7) Pursue 
comprehensive 
sustainability agenda

• 8) Increase safety and 
security

(Re)Build

• 9) Refine capital 
planning strategy

• 10) Provide land to 
support creation of 
affordable housing units

• 11) Use HUD programs 
to preserve units

• 12) Adopt design 
excellence practices
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Engage Residents
• 13) Transform from direct service provision to a partnership model 
• 14) Leverage philanthropic dollars through a 501(c)(3)
• 15) Connect residents to quality employment



Welcome to Our New Board Members, 
Jacqueline Arroyo and Jacqueline Young!
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Jacqueline Arroyo
Louis Armstrong Houses

A long-time civil servant with a 
passion for education who has 
worked at schools throughout 
the City - currently working at 

NYC’s Department of Education.

Jacqueline Young
Lenox Road Houses

A community worker with a career 
serving homeless and low-income 
individuals. Currently working at 
Comunilife, a community-based 

health and housing service 
provider. 



New Leadership
Federal
Dr. Benjamin Carson
Awaiting Confirmation as HUD Secretary

State 
Assembly Member Steven Cymbrowitz
Chair of Housing Committee
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NextGeneration NYCHA Progress
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(Re)Build, Expand, and Preserve
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RAD/PACT Announcement

HUD program approved for 1,700 units to participate.
Residents will see their buildings transformed and fully rehabbed with over 
$300 million being reinvested. Resident protections in line with those of 

public housing residents, including permanent affordability.



NYCHA’s PACT Plan
Modernized Developments
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Photos of similar Section 8 program at Bronxchester



PACT Developments Announced
Betances II, 13 Betances V

(excludes 48 Choice units)
Franklin Avenue I Conventional

Betances II, 18
Betances VI 

(excludes 106 Choice units) Franklin Avenue II Conventional

Betances II, 9A Bushwick II 
(Groups A & C)

Franklin Avenue III Conventional

Betances III, 13 Bushwick II  CDA
(Group E)

Highbridge Rehabs 
(Anderson Avenue)

Betances III, 18 Palmetto Gardens Highbridge Rehabs 
(Nelson Avenue)

Betances III, 9A Twin Parks West
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Twin Parks West Betances III, 18
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(Re)Build, Expand, and Preserve
Mayor de Blasio Invests $1 Billion in NYCHA Roofs

• $1 billion invested in NYCHA roofs over the next 
10 years

• NYCHA anticipates the new roofs will:
• Preserve physical structures by safeguarding 

them from incoming moisture
• Address mold in NYCHA buildings, protecting 

residents and improving their quality of life
• Reduce operating expenses by making 

buildings more efficient
• Over 700 buildings and more than 120,000 NYCHA 

residents will reap the benefits of this investment. 
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(Re)Build, Expand, and Preserve
NYCHA Releases Design Guidelines for Public Housing

Jae Shin, NYCHA’s Enterprise Rose Architect Fellow, presents 
on NYCHA’s new design guidelines along with a panel of 

industry experts. 



Updates
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 NYCHA received highest designation 
from HUD for outstanding 
administration of Section 8 Program for 
2015

 Score of 93% was awarded for customer 
service for Section 8 residents and 
landlords in 2015

 Section 8 serves 85,000 households, or 
203,000 residents
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NYCHA Gets an “A” for Section 8 Performance
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Darnell is 1 of 85 residents to re-enter NYCHA as part of the 
Family Re-Entry Program. None have committed any crimes 

since completing the program.

Family Re-Entry Program

“I wouldn’t have been able to 
pursue a career in construction 
management if I didn’t have a 
place to call home and build a 
foundation when I was released. 
I’m grateful for the opportunity to 
turn the page and start a new life 
story.”
—Darnell Smith, Family Re-Entry 
Pilot Program participant
Resident of St. Nicholas Houses



KaBOOM! Partnership

15

Residents of Red Hook Houses team up with KaBOOM! experts to dream up great ideas for a new playground.

“Thanks to this partnership with KaBOOM! NYCHA families will not
only have a direct role in designing their playgrounds, but they will
have the tools to explore their imagination and that is guaranteed to
have a positive impact on our future.”

– NYCHA Resident Board Member Victor Gonzalez
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Key Performance Indicator (KPI) Report
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 The Key Performance Indicator (KPI) report tracks 
NYCHA’s performance in three main areas:

Work Orders (Emergencies, Maintenance and Skilled 
Trades)

 Vacancies (Apartment Turnaround Time)

 Customer Satisfaction (Residents satisfied with 
repairs)



Work Orders Overview
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 As of year-end  2016, there were 138,813 open work orders which was lower than the 
previous month (144,057) and December 2015 (140,244).

 In the past 12 months, we created 2.8 million work orders or 232,515 per month; 53,364 
per week; 7,623 per day. 

 NYCHA closed 2.5 million work orders or 208,286 per month; 47,803 per week; 6,829 
per day.



Emergency Work Orders
 Emergency work orders are high priority items such as heat and hot water, gas, elevator 

outages, etc.  NYCHA has a target of 24 hours to respond to these conditions. 
 In  December 2016, the average time to resolve emergencies was 12.6 hours, lower than 

last year and within the 24 hour target.  
 A total of 52,588 work orders were created;  50,629 were closed with 21,949 (88% ) done 

within 24 hours; 3,059 took over 24 hours;  890 were cancelled, and 1,400 were open at 
the end of the month. 
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Maintenance Work Orders
 The Maintenance Service Level measures the Authority’s performance 

in addressing simple repairs.  We have set a target of 7 days.

 In December 2016, the service level was 6.4 days,  showing a decrease 
from the previous month  (6.8 days)  and a reduction of 22% from 
December 2015 (8.2 days). 

21



Skilled Trades Work Orders
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 The Skilled Trades Service Level measures the Authority’s performance 
in addressing more complex repairs such as carpentry, painting and 
plastering. 

 The service level  in December was 63.5 days, slightly higher than the 
previous month. 



Apartment Turnaround Time
 The Apartment Turnaround measures the average days to re-occupy a 

NYCHA apartment after it has been vacated. The target is 30 days.
 The year to date turnaround for December 2016 was 52.7 days, a 

reduction of 4% compared to 53.9 days for December 2015.
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Customer Satisfaction
 The Customer Satisfaction measures the percentage of residents satisfied 

with the overall experience with their repair. This information is obtained 
from the results of the monthly robocalls conducted by the CCC for closed 
work orders.

 In December 2016, 81.2% residents reported being satisfied with their 
repair.
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