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NextGeneration NYCHA  
Sustainability Agenda 

 Curb the effects of climate changes. 

 Creating healthy and comfortable homes for residents. 

 Goals for 2025: 
 Eliminate the root causes of mold by fixing leaks in roofs, 

facades, pipes and modernizing ventilation systems. 
 Ensure consistent heat and hot water (prevent unplanned 

outages and overheating). 
Work to achieve City’s goal of reducing greenhouse gases 80% 

by 2050. 
 Integrate resiliency and climate change adaptation into capital 

planning. 
 Incorporate sustainability into daily management and 

operations. 
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Key Performance Indicator (KPI) Report 
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  The Key Performance Indicator (KPI) report tracks 
NYCHA’s performance in four main areas: 
 

 Financial (Rent Collection) 
 

 Work Orders (Emergencies, Maintenance and Skilled 
Trades) 
 

 Vacancies (Apartment Turnaround Time) 
 

 Customer Satisfaction (Residents satisfied with 
repairs) 



New Rent Collection Performance Report 
 In March, NYCHA increased its rent collection to 81.7%  from 77.1% the previous 

month. The HUD target is 97.5%.   

 The TAR rate is the percent of tenant accounts receivables from the tenant 
revenue. The HUD goal is to be at less than 1.5% for the full 5 points and between 
1.5% and 2.5% for 2 points.  

 The PHAS Tenant Accounts Receivables (TAR) rate was 5.1% in March compared  
to 5.5% in February.  
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Work Orders Overview 
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 As of March 31, 2016, there were 140,775 open work orders. The backlog was lower 

than the previous month and lower than the peak of almost 145,000 in November 
2015. 

 In the past 12 months, we created 2.78 million work orders or 231,380 per month; 
53,104 per week; 7,586 per day. 

 NYCHA closed 2.44 million  work orders or 203,548 per month; 46,716 per week; 
6,674 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 March 2016, the average time to resolve emergencies was 15.9 hours, 
which was the lowest since September 2015 and lower than the target of 24 
hours. 

 In March, a total of 32,701 work orders were created; 19,093 were closed 
with 15,916 (83% ) done within 24 hours.   
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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 March 2016, the service level was 6.3 days, lower than the 
target.  
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Skilled Trades Work Orders 
 The Skilled Trades Service Level measures the Authority’s performance in addressing more 

complex repairs such as carpentry, painting and plastering.  
 The service level continues the upward trend. It was 53.5 days in March 2016, the highest since 

March 2015.  
 NYCHA created 105,308 skilled trades work orders compared to  94,907 in March 2015, an 

increase of 11%. We closed 83,628 work orders compared to 78,686 last year, an increase of 6.3%.  
A total of 117,875 work orders were open at the end of March 2016 compared to 83,630 the 
previous year, an increase of about 20%. Carpenters, Painters, Plasterers, and Vendors had the 
biggest increase. 
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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 March 2016 was 52 days, a 
reduction of 15% compared to 61 days last March.   
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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 March 2016, about 80% residents reported being satisfied with their 
repair. 
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