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Heating Season 2018-2019
Agenda
1. Topline (Slide 3)
2. Definitions (Slide 4)
3. Heating Season 2017 – 2018 (Slide 5) 
4. Review of Heating Systems (Slide 6 & 7)
5. Improving Response – Additional Expertise and Capacity (Slide 8) 
6. Improving Response – Enhanced Resident Communications (Slide 9)
7. Improvements Thus Far (Slide 10)
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Topline

2,516 Buildings

605 Boiler Plants

2,097 Boilers

Heating Challenges from 10/1/18 – 10/28/18
At 70 Developments

There Were 160 of Unplanned Heat & Hot Water Outages

That Affected 32,588 Units

Which Equates to 72,654 Residents

NYCHA’s Oversees Heating Systems Of:
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Definitions
An Outage is a confirmed service interruption in an apartment line, stair hall, building, or 
entire development. NYCHA experiences both planned and unplanned service 
interruptions. 
An Outage is declared when it is confirmed that equipment is inoperable and causing a disruption in 
heat and/or hot water service to residents. Outages may last 2 hours to days depending on severity of 
situation.

Signs of an Outage: 
A. Increase in-unit work order from multiple apartments within apt lines, stair halls, or buildings
B. During Daily Boiler Room Inspection Observes problems with equipment
C. Indicators from Computerized Heating Automation System (CHAS) observed during routine 

monitors  

A Work Order is a work ticket that is generated in Maximo identifying and tracking a 
deficiency in a residents unit.
Work Orders are created:
• By the resident via the Customer Contact Center or MyNYCHA App
• NYCHA staff when identify a deficiency while completing another repair
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Heating Season 2017-2018

Outages listed above include service interruptions that last for only a couple hours to over 24 hours.

• 161 developments had at least one outage that lasted longer than 24 hours 
• 61 developments had outages that were restored within 24 hours
• 18 developments with all outages of undetermined duration 

Last year there were 300,127 Work Orders created for both heat and hot water related issues. 
Many of these Work Orders were associated with the above Outages.

Heating Challenges from 10/1/17 – 5/31/18

240 Developments Had No Heat, 249 Developments Had No Hot Water 

There Were 1,828 Heat Outages , 2,937 Hot Water Outages

Heat Outages affected 151,009 Units , Hot Water Outages Affected 159,740 Units
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Review of Heating Systems

As of 10/28/18

• April 2018: Started review of larger 
boiler plants to identify and 
proactively address possible issues. 
This process is known as an Annual 
Overhaul.

• This is a 2 step process
1. Review the system and identify 

needed repairs
2. Make repairs

• Work preformed in response to 
overhaul
o Re-piped feedwater lines 
o Re-piped Equalizer lines 
o Complete replacement of the 

condensate tank at Drew Hamilton

98% 100% 89%

The Heating Management Services Department started planning for the heating season 
earlier in the year.
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Purchased 5 new mobile boilers as a contingency and for at-risk sites

Currently renting 6 additional to be used as contingency at at-risk 
sites

12 heating plants have received new boilers, with several receiving 
complete upgrades

New window balances (to help retain heat) at of our buildings for 
seniors (7,600 apartments)

Review of Heating Systems
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Improving Response –
Additional Expertise and Capacity
NYCHA has faced challenges acquiring and retaining skilled heating staff. 
Heating Management Services Personnel
As of the Week of Oct 25th 2017: 476 staff members
As of the Week of Oct 25th 2018: 491 staff members 

Increased the number of Roving Teams and are piloting the use of Stationary Engineers, these 
additions will allow deficiencies to be diagnosed and repaired immediately where possible.

On-boarded two vendors to manage the heating systems at select developments. Developments 
under vendor management will transitioning to the vendors in phases:
• As of 10/1/2018 46 developments are managed by the vendors
• 67 developments will transition to the vendors 
o Transitioning to the vendors as upgrades their heating systems are completed

• As of Oct 1st the ratio of frontline staff to boiler is  down to  1 staff member to 3.6 boilers
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Improving Response –
Enhanced Resident Communications

Interactive Automated Restoration Calls (Completed 9/29/18)
• Record the resident’s validation if their service has been restored
• Connects resident to the CCC if there is a persisting issue with their heat/hot water 
• Provides all impacted residents a means to provide feedback or request follow-up service is 

restored

CCC Heat & Hot Water Triage Questions (Target Go-Live Nov 2018)
• Add smart flow and additional questions for heat and hot water problem diagnose of resident 

complaints
• Reduces guess work when a resident is unsure of the exact cause of the complaint
• Improves creation of work orders allowing resident complaints to be identified and addressed 

quickly

MyNYCHA App (Target Go-Live Dec 2018)
• Heat & Hot Water Triage Questions

o Directly follows the CCC Heat & Hot Water Triage Questions 
• Two step recreation of work orders closed for service restored

o Improves process for residents to create a work order for an issue persisting after a service 
interruption; persisting issues usually indicate an issue unrelated to the service interruption
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Improvements Thus Far
• As of Oct 1st the ratio of frontline staff to boiler is 1 to 3.6 down from the high of 1 to 

4.8

• Increased the skill sets of staff that can respond more efficiently and effectively to 
complex heating tasks

• Improved restoration rates:
o No Heat Outages Average time to complete (Oct 1, 2017 to Oct 28, 2017):       

15.9 hours
o No Heat Outages Average time to complete (Oct 1, 2018 to Oct 28, 2018):       

12.8 hours. We are 19% faster.

• Improved communication with residents:
o Better identify and address in unit deficiencies
o Provide impacted residents with the opportunity to validate conditions in their 

units after a service interruption 
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2018 – 2019 Heating Season

Heating Management Services Department Director Javier Almodovar, Mayor Bill de Blasio, and General Manager Vito Mustaciuolo (left to right) 
tour Lower East Side V. Photo credit: Ed Reed/Mayoral Photo Office




