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Overview 
 NextGen Goals 

 
 

 Updates 
Major Capital Repairs 
Engage residents and connect them to best in class 

social services 
 

 Public Housing Outlook 
HUD Secretary 

 
 Other Updates 
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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 



(Re)Build, Expand, and Preserve 
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Major Capital Improvements 

 Completion of the $87 million roof 
replacement project at  
Queensbridge Houses impacting 
6,622 residents.  
 

 $10.6 million safety-lighting 
installation project at Castle Hill 
Houses and Butler Houses 
through Mayor’s Action Plan for 
Neighborhood Safety (MAP) 
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Connecting residents to best in class services  

As part of HUD’s ConnectHome Initiative to 
bring high speed internet to school-aged 

children, Mayor de Blasio and HUD Secretary 
Castro announce a tablet and mobile service 

giveaway for 5,000 NYCHA residents 

“For Christmas I wanted to buy a 
computer for my kids I could share, but it 

was way too expensive”  -- NYCHA 
Resident 

Engage 
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Engage 
Protecting the Health of the Next Generation 

On Nov. 30, HUD Secretary Castro announced 
new HUD rule that will require most federally-
funded public housing units to be smoke-free 

by mid-2018.  
 

The ban applies to lit tobacco products such as 
cigarettes, cigars and pipes, and will bar most 

residents from smoking in their homes. 

How NYCHA’s Preparing:  
 

 Creating a Resident Advisory Group on 
Smoking and Health 

 Collaborating with DOHMH and other 
health-care partners to conduct resident 
outreach and research and evaluation 

 Creating an internal NYCHA Committee to 
develop a policy and implementation plan 



Public Housing Outlook 
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Looking forward to the next administration, what can we expect? 

HUD Secretary Nominee, Dr. Ben Carson 

…"We hope to partner with 
the incoming HUD Secretary 
to ensure New York City’s 
public housing is not only 
protected, but strengthened 
for the next generation“ -- 
NYCHA Chair and CEO Shola 
Olatoye 



Supporting Residents through the Holidays 

Through generous donations 
from Whole Foods, 50 NYCHA 

volunteers served 500+ 
residents Thanksgiving 

dinners 
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 NYCHA Key Performance Indicator (KPI) Report 
 

 Section 3 
 

 
 

 

10 



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 November, there were 144,057 open work orders which was lower than 

the previous month (145,176) and November 2015 (144,712).  
 In the past 12 months, we created 2.8 million work orders or 233,706 per month; 53,637 

per week; 7,662 per day.  
 NYCHA closed 2.5 million work orders or 207,607 per month; 47,647 per week; 6,807 

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 November 2016, the average time to resolve emergencies was 15.1 
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 November 2016, the service level was 6.8 days,  showing an increase 
from the previous month  (5.9 days) but a reduction of 23% from November 
2015 (8.8 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.  

 The service level  in November was 62.3 days,  continuing the 
downward trend since July 2016.  



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 November 2016 was 51.8 days, a 
reduction of 4% compared to 53.7 days last November.    
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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 November 2016, 79.5% residents reported being satisfied with their repair. 
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Section 3 
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Resident Economic Opportunity  
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 Over 2,600 resident placements.  
 

 More than 50% of placements 
through partner-based initiatives. 
 

 Key programs including Training 
Academy and Jobs Plus expanded. 
 

 New resources attracted for 
resident training and place-based 
workforce services. 



 

 

Highlights: Section 3 Employment 
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 1,223 Section 3 placements, 
including 571 placements with 
NYCHA contractors. 

 Average wage of $33/hr. 
 Section 3 oversight centralized 

to provide more support to 
Administering Departments. 

 Resident placements across a 
range of positions, including 
construction related, 
administrative and support 
functions. 

“REES assisted me in regaining my sense 
of pride.” – Soulindia Galindez, Richmond 
Terrace Houses. Employed as a CBDG-
funded Case Manager. 




	Board Meeting 12-21-16 .1-14.pdf
	NYCHA�Board Calendar�Meeting��Chair’s Report
	Overview
	NextGeneration NYCHA Strategies
	(Re)Build, Expand, and Preserve
	 
	Slide Number 6
	Public Housing Outlook
	Supporting Residents through the Holidays
	NYCHA�Board Calendar�Meeting��General Manager’s Report
	Agenda
	Key Performance Indicator (KPI) Report
	Work Orders Overview
	Emergency Work Orders
	Maintenance Work Orders
	Skilled Trades Work Orders
	Apartment Turnaround Time
	Customer Satisfaction
	Section 3
	Resident Economic Opportunity 
	Highlights: Section 3 Employment


