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Key Performance Indicator (KPI) Report 
 The Key Performance Indicator (KPI) report tracks the NYCHA’s 

performance in four main areas:  
 

 Financial (Rent Collection) 

 Work Orders (Emergencies, Maintenance and Skilled Trades) 

 Vacancies (Apartment Turnaround Time and Occupancy Rate) 

 Customer Satisfaction (Residents satisfied with repairs) 
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Rent Collection  
 The Rent Collection metric measures the percentage collected from the total rent 

billed and arrears.  The target is 97.5%. 
 The rent collection rate in October 2015 YTD was 2% higher than the same period last 

year. NYCHA collected $823,447,924 this year compared to $780,166,364, an increase of 
$43,281,560. 
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Work Orders Overview 
 As of November 16, 2015, there were 142,673 open work orders. 
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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.  
 

 From January 2015 to October 2015, the average time to resolve 
emergencies has remained under the 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. 
 

 Since January 2015, NYCHA has steadily shortened its service level from 
11.9 days to 7.7 days in October.  
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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.  
 

 There is an upward trend from 32 days in January to 45.7 days in October. 
This trend is caused by the increase in skilled trades work identified during 
the apartment inspections as well as the preparation for the HUD physical 
inspections of NYCHA developments. 
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Occupancy Rate 
 Since January 2015, NYCHA has consistently exceeded the HUD target of 

97% for its occupancy rate.  
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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 through October was 53.8 days compared to 
71 days last year, down 24%.  
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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  Customer 
Contact Center for closed work orders. The percent of residents satisfied 
has shown an upward trend since August 2015. 
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