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Mission Statement 

In the Black Law Dictionary Management means: "The people in an 
organization who are vested with a certain amount of discretion 
and independent judgement in managing it's affairs”
Our Mission in Management Practices:
• Is to increase better practices throughout NYCHA Management
• Create an order of operation that is constructive and efficient in 

handling residents concerns
• Enable Management to be more visible and Break Barriers in Tenant-

Management Relations in accord with their development.



Subcommittee’s Focused Area of Work 

• The Management Practices Subcommittee focuses on improving three major aspects of residents’ 
experience with the work performed by the Property Management (PM): (1) Inspections, (2) 
Residents experience with PM, and (3) Policy and Procedures.

• In regard to Inspections, this Subcommittee seeks to improve residents’ overall experience when 
work is being completed in their units by ensuring that there is accountability through various forms, 
including gauging residents’ view on having a checklist for inspections being performed. 

• Residents experience with PM will focus on understanding the types of  transactions/services that 
residents should be able to do or be provided with when conducting business with management? For 
example, should residents be able to obtain the status of a repair by visiting the PM office or via the 
MyNYCHA App. 

• Policy and Procedures – this Subcommittee will propose new guidance on what should be the proper 
chain of command residents should follow when PMs are not properly addressing queries related, but 
not limited to, inspections, transactions, etc. In addition, the Subcommittee will propose new policies 
and procedures that will help ensure that there is more accountability to staff and residents. 



Subcommittee’s 
Roundtable 

Survey Questions

To help in the process of drafting recommendations in the areas 
mentioned prior, the Subcommittee asked NYCHA residents the 
following questions:

• Do you know who your development’s Property Manager is? 
(Q6)

• Which would most improve your experience with the Property 
Management Office? (Q7)

• Are you aware of how NYCHA staff are supposed to conduct 
inspections in your apartment? (Q13)

• Do you use the MyNYCHA App (Q14)

• Are you familiar with NYCHA’s Transformation Plan (Q15)

Responses range from 432 - 401
Combined results from Subcommittee’s Neighborhood Portfolio’s and Compiled Roundtable Survey



Survey Results 
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Do you know who your development’s Property Manager is?  

Yes 38 
No 36
Total 74  
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Are you aware of the proper procedure when inspections are conducted?  
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Are you aware of the MYNYCHA App?   

Presenter
Presentation Notes
This is the results of the internal survey-from the neighborhood portfolio.
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Do you use the MYNYCHA App 

Yes 34 
No 38 
Total 72 

Presenter
Presentation Notes
This chart results are also, part the internal surveys conducted.
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Are you familiar with NYCHA’s Transformation Plan? 

Yes 59 
No 15 
Total 74 



Subcommittee’s 
Final 
Recommendations



Subcommittee’s 
Final 

Recommendations

1. Training for Management and Office Staff 
• Customer Service 
• Conflict Resolution 
• Mandatory Mental Health Awareness
• Crisis Management 

2. Create a Management Outreach Activities Group
• Residents Bi-Monthly or Qrtly Mandatory Meetings
• Residents Input

3. Hire additional staff –
• Trained Maintenance Staff
• Trained  Management Staff
• Resident Aid

4. Provide Updates MYNYCHA App –
• NYCHA App Training
• Provide IT Support
• Layout
• Rating/Comments
• Live Chat 

Presenter
Presentation Notes
1. Training for Management and Office Staff in:
Customer Service: Based on resident's surveys the need for good customer service skills is strongly recommended. This training should include(Problem-Solving Skills, Clear Communication, Friendly Attitude, Professionalism, Politeness, and Patience).
Conflict Resolution: Is an essential skill for effective management. It utilizes how to analyze the root causes of conflict & transform disputes using reasonable intervention.
Mandatory Mental Health Awareness: NYCHA has already addressed these challenges by providing an eight-hour course titled “Mental Health First Aid” for employees and residents. Its goal is to provide residents and NYCHA employees with the information and tools to confidently recognize mental health signs and symptoms while also destigmatizing mental health issues. Therefore, the residents will feel more comfortable in disclosing them.
Crisis Management Training: Is useful for all employees to help prevent, prepare, and manage intense, difficult, dangerous, and disruptive situations.

2. Create a Management Outreach Activities Group to include:
Residents Bi-Monthly or Qrtly Mandatory Meetings: Which are necessary to keep residents up-to-date on any changes being made and establishing a dialogue with management.
Residents Input:  Residents should have input on policies, procedures, and implementation decisions. 

3. Hire additional staff – 
Trained Maintenance Staff: Which will ensure all work in apartments is completed in a timely manner and to the residents' satisfaction.
Trained Management Staff: Skills should consist of an open-door policy, be visible, communication, and transparency.
Resident Aid: Which will asst residents on how to navigate the system.

4. Provide Updates to MYNYCHA App – to include:
MYNYCHA App Training: For those who are not tech savvy.
Provide IT Support:  MYNCHA App and MYNCHA Web constantly has technical difficulties.
Layout: Format to include sections for (inspections, repairs, checklist, file attachments, residents' policies and procedures). 
Rating/Comments: Section for repairs/inspections complaints.
Live Chat: To interact with maintenance and management staff. 
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The Subcommittee recommends that 
NYCHA incorporate, mandatory 
participation from the PM staff in all 
outreach events. 

NYCHA should dedicate an e-mail group 
for inquiries regarding complaints or other 
issues, when live chat is not available.

When an inspection is scheduled, the 
following details should be included 
(shared via the MyNYCHA App):

Name of the staff
Ticker number
Date and time range
Repair and/or inspection details 

Presenter
Presentation Notes
PM: Property Manager



Feedback?
Questions?
Concerns?
Comments ?
Complaints ?
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