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Overview
 NextGen Goals

 Updates
 Operate as an efficient and effective landlord

 Digital NYCHA: Chair Olatoye Addresses White House “Opportunity 
Project” Forum

 Handheld Initiative Launch
 Preparation for Winter

 Re(build), expand and preserve public and affordable housing
 Federal Legislation: Small Area Fair Market Rent (SAFMR)

 Engage residents and connect them to best-in-class social services
 Childcare Business Pathways Launch

 Customer Service Week
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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
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Improving the speed and ease of our customer service and partnering for innovation

Handheld 
maintenance 

initiative, staff at 
172 developments

now equipped 
with smartphones

MyNYCHA app 
is in English and 

Spanish

Operate as an Efficient and 
Effective Landlord

Mobile digital vans 
increasing access 

to WiFi and 
technology at 4 

NYCHA 
developments 



Chair Olatoye and EVP Pristin 
at the White House



5

Preparedness| Getting Ready for Winter

Began snow removal 
preparation and training 

with operations ground staff

Snow removal at Parsons Blvd.

Winter Heating Protocols put 
in place October 1 - May 31: 
ensuring sufficient heating 

during cold months
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Advocating for policy that protects Section 8 residents

Re(build) and Preserve Public 
and Affordable Housing

Areas where FMR would increase (blue) and 
decrease (red) under proposed rule
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Working to effectively and efficiently meet the needs of residents

Engage and Connect Residents 
to Best in Class Services

Childcare Business Pathways 
launched, connecting public 

housing residents with the tools 
to launch child care businesses
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Acknowledging the great work of NYCHA employees

Customer Service Week

Week of celebration and focus on key customer service topics

“Service Champions Award” to be given to 11 winners

Opportunity to recognize the great  work of our ~11,000 employees

Heating Department Luncheon, 2015
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Agenda

 NYCHA Key Performance Indicator (KPI) Report

 Super Storm Sandy 4th Anniversary: Recovery & 
Resiliency Update
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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 the end of September, there were 141,362 open work orders which was lower 
than the previous month (144,298). 

 In the past 12 months, we created 2.8 million work orders or 232,224 per month; 53,297 
per week; 7,614 per day. 

 NYCHA closed 2.5 million work orders or 204,249 per month; 46,877 per week; 6,697 
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  September 2016, the average time to resolve emergencies was 9.3 
hours, lower than last year and within the 24 hour target. 
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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 September 2016, the service level was 5.3 days,  a reduction of 36% 
from September 2015 (8.3 days). 
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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. 



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 September 2016 was 49.6 days, a 

reduction of 5% compared to 52.2 days last September. 
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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 September 2016, 80.3% residents reported being satisfied with their repair.
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33 Developments
3 Boroughs
60,000 Residents
$3 billion

NYCHA’S  Sandy Recovery Program



Progress To Date
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Started or completed preliminary construction 
activities at 23 developments.
Broke ground on 4 major Sandy Recovery Projects.
Released an additional 8 Sandy Recovery Projects for 

bid.
Renovated over 232 first floor Sandy damaged 

apartments.



Ocean Bay Apartments - Oceanside
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 Dry-flood proofing

 Site lighting and CCTV/Layered 
access

 New electrical rooms to elevate 
critical infrastructure above the 
flood line

 Full back-up power generators

 Full roof replacement

 Restoration of the community 
center

 Restoration of play areas



Coney Island Sites 4 & 5
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 New boilers, elevated above the 
flood line

 New electrical rooms to elevate 
critical infrastructure above the 
flood line

 CCTV / Layered Access

 Full back-up power generators

 Full roof replacement

 Restoration of the community 
center

 Restoration of play areas



Astoria Houses
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 Dry-flood proofing

 Site lighting and 
CCTV/Layered access

 New electrical rooms to 
elevate critical infrastructure 
above the flood line

 Full back-up power 
generators

 Full roof replacement

 Restoration of play areas



Lower East Side Rehab V
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 New boilers

 Restoration of electrical, 
mechanical, and plumbing 
systems

 Dry-flood proofing

 Full back-up power generators



Sandy Community Outreach

 1,385 meetings

 283 Tenant Association Meetings

 Visited over 133 homes

 Distributed over 110,000 flyers  
 Sandy design/construction 
 Section Three job training     

opportunities
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Kiosk Overview

October 2016



 As part of the Operations “Get It Done” Initiative, the Management 
Services Department seeks to award a contract to DynaTouch for the 
purchase and installation of one hundred and fifty (150) self-service 
kiosks. One hundred and forty three (143) will be installed at the 
Property Management Offices and seven (7) will be installed at the 
Customer Contact Walk-in Centers (CCC). 

 The addition of kiosks to Property Management Offices and the CCC will 
provide NYCHA residents, applicants, and Section 8 voucher holders with 
access to self service applications. Available self service transactions 
include: completing an Annual Recertification; applying for a transfer; 
accessing Apply NYCHA; MyNYCHA; and making a payment via eRent. 
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Background 



Proposed Vendor: DynaTouch

DynaTouch is a developer and integrator of self-service 
solutions that utilize touchscreen technology in a public 
environment. Dynatouch has focused on government 
kiosk solutions since 1988.

DynaTouch is a supplier of secure web browser software 
and public-facing kiosks for:

₋ Internal Revenue Service (IRS)
₋ Social Security Administration (SSA) 

Department of Veterans Affairs (VA)
₋ Indian Health Service (IHS)
₋ U.S. Department of Defense
₋ State of Colorado
₋ State of New Mexico
₋ Federal Bureau of Investigations
₋ U.S. Customs & Immigration

Using Kiosk Technology to Provide Point-of-
Service Access to Online Government 

Services
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Kiosk Design

 Durable metal construction with powder coat finish

 19” resistive antiglare touchscreen monitor

 High-speed Intel processor with integrated hard drive, video, 
sound, network interface, Windows 10 Pro (64 bit)

 Wide format thermal printer w/ retractor mechanism

 Amplified dual speaker sound system

 VoIP capable rugged telephone handset w/ armored cable

 External audio headset connector

 ADA and Section 508 compliance

 Braille instructions label

 Privacy filter (polarized screen) for monitor

 Slightly recessed monitor for additional privacy

 TIPS™ Kiosk Management Software (Government-Approved), 
including scanner
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Project Timeline
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