




Critical Objectives
• Ensure the security and safety of inmates while in custody and reduce

inmate violence in correctional facilities.
• Ensure that uses of force are authorized and appropriate.
• Provide inmates with timely access to health services.
• Efficiently manage bed capacity and cell maintenance and repair in a

timely manner.
• Ensure timely transport of inmates to courts throughout the City.
• Increase access to programs, including educational opportunities, jobs

training, and mental health and substance abuse services.
• Notify crime victims when inmates are released and provide inmate

information to the public.

Preliminary Performance Highlights
• The rate of inmate-on-inmate violent incidents, which includes slashings,

stabbings and inmate fights, increased 12 percent in the first four months
of Fiscal 2011 as compared to the same period in Fiscal 2010. The number
of inmate fights rose by ten percent (1,223 to 1,345) and the number of
slashing/stabbing incidents increased from eight to 19. In response, the
Department has already opened additional punitive segregation beds this
fiscal year to house inmates found guilty of a variety of infractions,
including fight and assault infractions. By the end of Fiscal 2011 DOC
will have expanded by 36 percent the total number of punitive segregation
beds. It is also increasing use of video surveillance, adding 1,250 cameras,
improving the supervision of mentally ill inmates, and revising its inmate
custody classification system used for housing and custody management.

• The rate of inmate assaults on staff increased by nine percent this
reporting period. There were 14 more assaults on staff in the first four
months of Fiscal 2011 than in the same period in Fiscal 2010. Of the
assaults on staff that took place during the reporting period, 86 percent
caused either no injury or a non-serious injury to staff. In addition to
increasing the number of punitive segregation beds and revising the
custody assessment and management processes, the DOC is concentrating
its resources on investigating and arresting inmates who assault staff.

• The total combined number of incidents and allegations of use of force
increased by 18 percent in the first four months of Fiscal 2011 when
compared with the same period in Fiscal 2010. This increase is primarily
attributable to staff-reported incidents of use of force resulting in minor
injury or no injury, which increased from 521 to 651. The number of
staff-reported use of force incidents resulting in serious injury rose from
37 to 47. Allegations of unauthorized or inappropriate use of force
decreased from 136 to 118. Incidents and allegations of department use of
force is a composite of uses of force resulting in serious injury (six percent
of the total), non-serious injury and no-injury (80 percent of the total), and
allegations of unauthorized or inappropriate uses of force under
investigation (14 percent of the total).

• The 14 percent increase in fight/assault infractions issued to inmates is
consistent with the Department’s aggressive enforcement of rules
prohibiting inmate fights and assaults. The Department also enhanced its

Scope of Agency Operations
The Department of Correction (DOC)
provides for the care, custody and control
of adults, 16 years of age and older,
accused of crimes or convicted and
sentenced to one year or less. The DOC
operates 14 inmate jail facilities including
ten on Rikers Island, court pens in each of
the 5 boroughs, and two prison hospital
wards; handles approximately 100,000
admissions and discharges each year, and
manages an average daily population of
13,000 inmates.

Key Public Service Areas
�� Provide a safe and secure environment

for inmates, staff and host
communities.

�� Prepare inmates for return to their
neighborhoods as civil and contributing
members.

�� Provide victim-focused and victim-
friendly services.
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investigative and interdiction efforts with increased use of surveillance video footage to identify a
greater number of inmates who participated in fights and to discipline them through the issuance of
infractions. 

• The recovery of weapons increased by 72 percent, to 651, while searches decreased by nine percent
to 65,283 during the reporting period. The Department’s greater efficiency resulted from conducting
more thorough searches, particularly in the jails where there had been an increase in slashing/stabbing
incidents. The Department remains committed to intercepting and confiscating weapons and
dangerous contraband. To this end, the Department is in the process of acquiring advanced imaging
scanning machines (like those used in airports) and plans on demolishing 4,000 beds in 50 facilities
from which inmates are readily able to fabricate weaponry.     

• The rate of non-natural deaths decreased by 50 percent in Fiscal 2011; there was one suicide in the
first four months of Fiscal 2011, and two in the same period of Fiscal 2010.  No inmate escaped from
custody.  Non-natural inmate deaths include homicides and accidents as well as suicides. 

• The percentage of inmates in custody with a mental health diagnosis has been added as an indicator
to provide information regarding a population that is disproportionately involved in violent incidents.
Over the last five years, mentally ill inmates have comprised an increasing percentage of the
population. Currently, inmates with a mental health diagnosis make up more than 30 percent of the
average daily population.  To address the growth in the population that is mentally ill and their impact
on facility operations, the Department has been revamping custody management of inmates assigned
to mental observation (MO) housing.  In November 2010, the Department implemented an evidence-
based pilot program to reduce violence and anti-social behavior in three MO housing units. The
Department plans to expand the pilot program, consolidating all mentally ill male inmates assigned to
MO housing units from four jails to one jail later this fiscal year.  

• Members of the public recorded 112 percent more Victim Identification and Notification Everyday
(VINE) registrations during the first four months of Fiscal 2011 than in Fiscal 2010. 

Performance Report
�� Provide a safe and secure environment for inmates, staff and host communities.
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A   c   t   u   a   l T  a  r  g  e  t
4-Month
Actual

4-Month
ActualUpdated

Performance Statistics FY08 FY09 FY10 FY11 FY12 FY10 FY11

Incidents and allegations of Department Use of Force 1,915 2,196 2,222 * * 694 816
�Violent inmate-on-inmate incidents (monthly rate per 1,000 ADP) NA 21.7 24.3 * * 23.3 26.0
�Serious injury to inmate(s) as a result of violent inmate-on-inmate
incidents (monthly rate per 1,000 ADP) NA NA NA * * NA 1.3
�Inmate assault on staff (monthly rate per 1,000 ADP) NA 2.9 3.2 * * 3.1 3.3
�Serious injury to staff as a result of inmate assault on staff (monthly rate
per 1,000 ADP) NA NA NA * * NA 0.3
Jail-based arrests of inmates 751 567 526 * * 191 145
Fight/assault infractions 6,109 6,696 7,475 * * 2,317 2,637
Searches 208,440 214,605 203,403 * * 72,078 65,823
Weapons Recovered 1,439 1,295 1,213 * * 378 651
�Escapes (monthly rate per 1,000 ADP) NA 0.01 0.01 * * 0.02 0.00
�Non-natural inmate deaths in custody (monthly rate per 1,000 ADP) NA 0.00 0.01 * * 0.04 0.02
Inmate Health Clinic Visits 88,110 92,558 86,130 * * 31,067 28,973
- Average clinic waiting time (minutes) 27 23 30 * * 27 30

Jail-cells unavailable (short-term repair)(%) 0.9% 0.8% 0.9% 1.0% 1.0% 0.9% 1.0%
�Population as percent of capacity (%) 95% 93% 93% 96% 96% 93% 94%
Average cost per inmate per year ($) $69,999 $72,709 $76,229 * * NA NA
Inmates Delivered to Court 317,612 307,149 285,366 * * 100,059 91,709
On-trial inmates delivered to court on time (%) 99.4% 99.6% 99.7% 95.0% 95.0% 99.9% 97.6%

�Critical Indicator     “NA” - means Not Available in this report



�� Prepare inmates for return to their neighborhoods as civil and contributing members.

�� Provide victim-focused and victim-friendly services.

Agency Customer Service

The Department of Correction provides service to its customers through its walk-in facilities, website and
correspondence.
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A   c   t   u   a   l T  a  r  g  e  t
4-Month
Actual

4-Month
ActualUpdated

Performance Statistics FY08 FY09 FY10 FY11 FY12 FY10 FY11
�Inmates with a mental health diagnosis (% ADP) NA 27.0% 29.0% * * 28.0% 31.0%
Average daily attendance in school programs 865.0 833.0 814.0 750.0 750.0 763.0 791.0
Average daily number of inmates in vocational skills training programs 125 188 193 * * 140 130
�Inmates participating in skills-building activities/discharge planning (%) NA NA NA * * NA 9.0%

�Critical Indicator     “NA” - means Not Available in this report

A   c   t   u   a   l T  a  r  g  e  t
4-Month
Actual

4-Month
ActualUpdated

Performance Statistics FY08 FY09 FY10 FY11 FY12 FY10 FY11

Victim Identification Notification Everyday (VINE) system registrations 5,475 8,020 32,308 * * 5,692 12,082
VINE Confirmed Notifications 4,982 7,007 24,553 * * 3,628 10,997

�Critical Indicator     “NA” - means Not Available in this report

Inquiries Received by 311 Customer Service Center

The 311 Customer Service Center received 38,644 DOC-related inquiries from July through
October 2010.NYC
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Top  5 DOC - related inquiries: Total
% of DOC
Inquiries

Rikers Island Property Pickup Request 11,829 30.6%
Inmate Information - Holding Location or
Release Date 7,227 18.7%
Inmate Information - Visitor Rules and
Schedules 4,696 12.2%

Inmate Information - Jail Phone Number 4,017 10.4%
Inmate Information - Book and Case
Number 1,851 4.8%

Customer Service
Agency Preliminary

FY11
Citywide Total

Preliminary FY11

Average response time for email correspondence (days) 7.1 7.0

Average response time for letters/mail correspondence (days) 8.5 9.0

Average wait time to speak with a customer service agent at a walk-in facility (min:sec) NA 26:40

Number of completed customer requests for interpretation 0 367,322



Agency Resources

Noteworthy Changes, Additions or Deletions
• In order to account for fluctuations in the population, indicators describing safety in the jails have

been revised to include the universe of violent incidents in the jails. ‘Violent Inmate-on-Inmate
Incidents (monthly rate per 1,000 Average Daily Population)’ and ‘Serious Injury to Inmate(s) as a
Result of Inmate-on-Inmate Incidents (monthly rate per 1,000 ADP)’ replaced ‘Serious Injury to
Inmate Incidents’ and ‘Stabbings and Slashings.’  ‘Violent Inmate-on-Inmate Incidents’ includes all
instances of fights and assaults, including stabbing and slashing incidents, between inmates.  ‘Serious
Injury to Inmate(s) as a Result of Inmate-on-Inmate Incidents’ includes all violent inmate-on-inmate
incidents resulting in an inmate injury that requires a level of treatment beyond the application of
analgesics or minor first aid.  

• The Department replaced ‘Assaults on Staff’ with two new indicators—‘Inmate Assault on Staff’
(monthly rate per 1,000 ADP) and ‘Serious Injury to Staff as a Result of Inmate Assault on Staff’
(monthly rate per 1,000 ADP).   The new indicators more clearly describe the frequency with which
inmates assault staff and for the first time, the rate at which staff sustains serious injury.  Additionally,
the new indicators include, again for the first time, both uniformed and civilian personnel.   

• ‘Escapes,’ previously reported as a raw number, has been replaced by a monthly rate of escapes per
1,000 inmates to account for fluctuations in the population. 

• ‘Non-natural Inmate Deaths in Custody’ (monthly rate per 1,000 ADP) has replaced ‘Suicides.’  The
new indicator reflects any non-natural death of an inmate in custody, including suicide, homicide, and
accident.  

• The Department has added a new indicator, ‘Inmates with a Mental Health Diagnosis (percent of
Average Daily Population).’  Inmates with identified mental health needs comprise an increasing
percentage of the Department’s population and pose unique custodial management challenges. 

• ‘Inmates Participating in Skills Building Activities/Discharge Planning’ (%) has replaced ‘Inmates
Transported Directly to Community-based Service Sites upon Discharge through RIDE’ to more
comprehensively describe the population participating in reentry programming prior to community
release.  

• Data for the ‘Average response time for letters/mail correspondence (days)’ customer service
indicator has been revised to include written responses to inmates, which did not occur previously.
With the launch of the Office of Constituent Services, DOC is now able to respond to all written
inquiries. 
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Agency Resources

A c t u a l September
2010 MMR

FY11
Updated
FY111 FY121

4-Month
Actual
FY10

4-Month
Actual
FY11FY08 FY09 FY10

Expenditures ($ millions)
2 $965.7 $1,010.2 $1,012.0 $1,011.6 $1,036.6 $1,020.9 $328.6 $330.3

Revenues ($ millions) $19.8 $21.3 $23.1 $19.0 $22.1 $20.0 $7.1 $7.5

Personnel (uniformed) 9,149 9,068 8,772 8,576 8,638 8,437 9,139 8,586

Personnel (civilian) 1,484 1,485 1,444 1,689 1,739 1,727 1,468 1,433

Overtime paid ($000) $107,404 $98,847 $97,435 * * * $35,009 $30,907

Capital commitments ($ millions) $5.7 $40.3 $67.5 $361.0 $256.4 $131.9 $12.0 $6.8
1
January 2011 Financial Plan                        “NA” - Not Available in this report

2
Expenditures include all funds. January Plan figures reflect modifications in Federal, State, and other non-City funding since the adoption of the
2011 budget.



Critical Objectives
• Reduce the number of crimes committed by probationers.
• Reduce detention and out-of-home placement of juvenile probationers.
• Reduce reliance on Family Court for intervention in juvenile delinquency

cases.

Preliminary Performance Highlights
• DOP works to match individuals to the most appropriate probation

services, support probationers in good standing and improve access to
local, community-based services for adult and juvenile probationers in
order to improve long-term outcomes for individuals involved in the
criminal justice system.

• The Department now reports the average monthly violation rate for adult
and juvenile probationers as a measure of compliance with probation
supervision requirements. This indicator is derived from the number of
violation proceedings filed with local courts for a rearrest or other serious
misconduct, relative to the total number of probationers supervised. The
average monthly violation rate for both adults and juveniles fell in the first
four months of Fiscal 2011 compared to 2010; the adult rate fell from 1.7
to 1.3 percent, while the juvenile rate fell from 3.0 percent to 1.9 percent.
DOP is now utilizing a graduated responses protocol to intervene before
misconduct is referred to court, and more proactively reaching out to
probationers in jeopardy of a violation.

• The average monthly rearrest rate for adult and juvenile probationers rose
slightly during the reporting period, consistent with increased arrests
citywide. When viewed as a percentage of all NYPD arrests, adult
probationer rearrests remained stable, while juvenile probationer rearrests
rose by five hundredths of a percentage point.

• During the first four months of Fiscal 2011, the number of youth served
by the Enhanced Supervision Program increased by nine percent to 909.
Average daily enrollment in Esperanza, the City’s first home-based
alternative to placement program, decreased four percent to 77.

• The Department revised its methodology for calculating the juvenile
delinquency intake adjustment rate; the rate is now based on the
percentage of cases opened for adjustment services rather than cases
closed through adjustment. Using this new method, the adjustment rate
was 39 percent during the first four months of Fiscal 2011, compared to
25 percent during the same period in Fiscal 2010.

Scope of Agency Operations
The Department of Probation (DOP)
contributes to public safety by monitoring
and enforcing conditions of probation and
by creating opportunities for individuals to
lead productive, successful lives. The
Department is required to supply
information and recommendations to the
courts on both adult and juvenile cases.
Pre-Sentence Investigations are provided
to the courts on all convicted adults to aid
in sentencing. Investigation and
Recommendations Reports are prepared
for the Family Court to aid in the decision-
making on delinquency, custody,
visitation, neglect and adoption cases. The
Department provides intake services,
investigation and/or probation supervision
for more than 60,000 adults and 20,000
juveniles each year.

Key Public Service Areas
�� Monitor and enforce the conditions of

probation.
�� Maximize appropriate use of

alternatives to Family Court and
detention and out-of-home placement
for juveniles.

151

DEPARTMENT OF PROBATION
Vincent N. Schiraldi, Commissioner



Performance Report

�� Monitor and enforce the conditions of probation.

�� Maximize appropriate use of alternatives to Family Court and detention and out-of-home placement for
juveniles.

Agency Customer Service

The Department of Probation provides service to its customers through its website and correspondence.
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Customer Service
Agency Preliminary

FY11
Citywide Total

Preliminary FY11

Average response time for email correspondence (days) 7.0 7.0

Average response time for letters/mail correspondence (days) 11.5 9.0

Number of completed customer requests for interpretation 4,895 367,322

A   c   t   u   a   l T  a  r  g  e  t
4-Month
Actual

4-Month
ActualUpdated

Performance Statistics FY08 FY09 FY10 FY11 FY12 FY10 FY11

Total probationers supervised in Enhanced Supervision Program (ESP) 1,083 1,197 1,290 * * 837 909
Youth enrolled in Esperanza (monthly average) 51 67 79 * * 79 76
�Juvenile Delinquency cases eligible for adjustment (%) NA NA 27.4% * * 25.0% 39.0%

�Critical Indicator     “NA” - means Not Available in this report

A   c   t   u   a   l T  a  r  g  e  t
4-Month
Actual

4-Month
ActualUpdated

Performance Statistics FY08 FY09 FY10 FY11 FY12 FY10 FY11
�Adult probationer rearrest rate (monthly average) (%) 2.7% 2.8% 3.0% * * 3.0% 3.2%
�Juvenile probationer rearrest rate (monthly average) (%) 2.1% 2.5% 3.0% * * 2.9% 3.3%
�Adult Probationers Arrested Citywide as a Percentage of the NYPD Arrest
Report (monthly average) 2.8% 2.7% 2.7% * * 2.8% 2.8%
�Juvenile Probationers Arrested Citywide as a Percentage of the NYPD
Arrest Report (monthly average) 0.21% 0.24% 0.28% * * 0.27% 0.32%
Average monthly violation rate for adult probationers (%) NA NA 1.6% * * 1.7% 1.3%
Average monthly violation rate for juvenile probationers (%) NA NA 2.7% * * 3.0% 1.9%

�Critical Indicator     “NA” - means Not Available in this report



Agency Resources

Noteworthy Changes, Additions or Deletions
• The Department eliminated the Key Public Service Area, Critical Objectives and performance

indicators related to on-time delivery of presentence investigations in both adult and juvenile
operations divisions. These efficiency indicators have been at or near 100 percent for the past two
years.  These statistics will remain in the Department’s Citywide Performance Reporting monthly
indicator set.

• The performance indicator ‘High Risk Probationers Supervised per Probation Officer’ was eliminated
from the report. The Department has replaced this workload measure with two indicators for average
monthly violation rate for adult and juvenile probationers to better reflect probationer compliance
with the conditions of probation supervision.

• The performance indicator ‘Juvenile Delinquency cases diverted from court through adjustment’ has
been replaced by the new indicator ‘Juvenile Delinquency cases eligible for adjustment’, which will
track cases opened for adjustment services, divided by all new intake cases, to measure potential
adjustment eligibility.       
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Inquiries Received by 311 Customer Service Center
The 311 Customer Service Center received 749 DOP-related inquiries from July through October
2010.
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Top 5 DOP - related inquiries: Total
% of DOP
Inquiries

Adult Probation Supervision - Brooklyn 182 24.3%

Adult Probation Supervision - Bronx 122 16.3%

Adult Probation Supervision - Manhattan 107 14.3%

Adult Probation Supervision - Queens 100 13.4%

Adult Probation Supervision - Staten Island 35 4.7%

Agency Resources

A c t u a l September
2010 MMR

FY11
Updated
FY111 FY121

4-Month
Actual
FY10

4-Month
Actual
FY11FY08 FY09 FY10

Expenditures ($ millions)
2 $81.6 $82.1 $83.0 $80.7 $82.2 $75.7 $29.2 $31.6

Revenues ($000) $88 $4 $3 $1,021 $574 $1,021 $0 $0

Personnel 1,224 1,149 1,169 1,233 1,192 1,092 1,145 1,156

Overtime paid ($000) $285 $369 $246 * * * $73 $60
1
January 2011 Financial Plan                        “NA” - Not Available in this report

2
Expenditures include all funds. January Plan figures reflect modifications in Federal, State, and other non-City funding since the adoption of the
2011 budget.
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Critical Objectives
• Improve the quality, thoroughness and timeliness of case investigations.
• Increase the number of cases mediated while decreasing the mediation

completion time.

Preliminary Performance Highlights
• During the first four months of Fiscal 2011 the average number of days to

complete a full investigation decreased 18 percent compared to the same
period in Fiscal 2010. Similarly, the percentage of cases 13 months or
older when closed decreased 2 percentage points. As case closure time
decreased, CCRB reduced its open docket by 18 percent to 3,110 cases.

• Closed allegations with findings on the merits decreased 7 percentage
points to 49 percent. Although the percentage of substantiated cases
increased to 8 percent of all allegations, the percentage of allegations
closed as “unsubstantiated” and “officer unidentified” both increased 3
percentage points. CCRB continues to review specific categories of
allegations to better understand these fluctuations.

• In the first four months of Fiscal 2011 CCRB closed 1,971 cases, 31
percent fewer than the same period in Fiscal 2010 when the agency closed
2,867 cases. Additionally, there was a 12 percent decrease in number of
cases closed per investigator. During the reporting period there was an 11
percent decrease in complaints received, a reduction in headcount
including a decrease from 102 investigators in July 2009 to 92 in October
2010, and vacancies on the Board that hindered the ability of its current
members to maintain case closure rates.

• More than 56 percent of substantiated cases were closed in less than 12
months, 9 percentage points higher than the same period of last year.
Substantiated cases closed at 15 months or older decreased 14 percentage
points during the reporting period. CCRB will continue using time
management review initiatives developed in Fiscal 2010, including
mandatory eighth month case conferences, to reach its target of 10 percent
of substantiated cases closed at 15 months.

• During the reporting period the number of cases mediated as a percentage
of total closed cases increased to 2.4 percent, while the average
completion time for mediated cases increased 9 percent. The increase in
completion time is attributed to a significantly larger caseload while
staffing remained the same. In the first four months of Fiscal 2011, 222
cases were referred to the mediation program, compared to 129 cases
during the same period of Fiscal 2010.

Scope of Agency Operations
The Civilian Complaint Review Board
(CCRB) is an independent, non-police
agency with the authority to investigate
allegations of police misconduct and to
recommend action directly to the Police
Commissioner. The Board strives to
resolve complaints efficiently through
investigation and its mediation program
and reports on its activities and
achievements twice a year. CCRB received
more than 6,900 complaints in Fiscal
2010.

Key Public Service Area
�� Investigate and resolve claims of police

misconduct in a timely and efficient
manner.
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Performance Report
�� Investigate and resolve claims of police misconduct in a timely and efficient manner.

Agency Customer Service

The Civilian Compliant Review Board provides service to its customers through its walk-in facilities,
website and correspondence.
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Customer Service
Agency Preliminary

FY11
Citywide Total

Preliminary FY11

Average response time for email correspondence (days) 5.0 7.0

Average response time for letters/mail correspondence (days) 6.0 9.0

Average wait time to speak with a customer service agent at a walk-in facility (min:sec) 3:00 26:40

Number of completed customer requests for interpretation 61 367,322

A   c   t   u   a   l T  a  r  g  e  t
4-Month
Actual

4-Month
ActualUpdated

Performance Statistics FY08 FY09 FY10 FY11 FY12 FY10 FY11

Total civilian complaints against uniformed members of the New York City
Police Department (Preliminary) 7,488 7,661 6,984 * * 2,577 2,293
�Average number of days to complete a full investigation 306 343 327 280 280 341 281
Full investigations as a percentage of total cases closed (%) 34% 31% 36% * * 36% 33%
�Closed allegations with findings on the merits (%) 56% 48% 55% * * 56% 49%
�Case closures per investigator 58 64 78 * * 26 23
Age of docket (by date of report) (%) - 0-4 months 64% 64% 68% 70% 70% 63% 68%
- 5-12 months 31% 29% 28% 26% 26% 32% 28%
- 13 months or older 5% 7% 4% 4% 4% 6% 4%

Age of cases when substantiated (by date of incident) (%) - 0-5 months 8% 1% 3% 14% 14% 3% 8%
- 5-12 months 44% 36% 40% 48% 48% 45% 48%
- 12-14 months 28% 26% 33% 28% 28% 25% 30%
- 15 months or older 20% 37% 24% 10% 10% 28% 14%
�Officers disciplined (excluding pending and filed cases) (%) 55% 56% 74% * * 56% 76%
Average successful mediation case completion time (days) 164 158 174 150 150 163 178
�Percent of cases mediated 1.2% 1.8% 1.8% * * 1.3% 2.4%
Age of mediation docket (by date of referral to mediation) - 0-11 months 100% 100% 100% 100% 100% 100% 100%
- 12 months or older 0% 0% 0% 0% 0% 0% 0%

�Critical Indicator     “NA” - means Not Available in this report



Agency Resources

Noteworthy Changes, Additions or Deletions
None
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Inquiries Received by 311 Customer Service Center

The 311 Customer Service Center received 5,240 CCRB-related inquiries from July through
October 2010.NYC
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Top CCRB - related inquiries: Total
% of CCRB
Inquiries

Police Officer Misconduct 5,101 97.3%

Civilian Complaint Mediation 139 2.7%

Agency Resources

A c t u a l September
2010 MMR

FY11
Updated
FY111 FY121

4-Month
Actual
FY10

4-Month
Actual
FY11FY08 FY09 FY10

Expenditures ($ millions)
2 $11.1 $11.3 $10.1 $10.3 $10.0 $9.6 $4.1 $3.7

Personnel 179 178 138 160 161 154 154 145

Overtime paid ($000) $17 $232 $146 * * * $47 $25
1
January 2011 Financial Plan                        “NA” - Not Available in this report

2
Expenditures include all funds. January Plan figures reflect modifications in Federal, State, and other non-City funding since the adoption of the
2011 budget.
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Critical Objectives
• Limit the City’s liability and assist City agencies to minimize their

exposure to lawsuits.
• Effectively prosecute juveniles in Family Court.

Preliminary Performance Highlights
• During the first four months of Fiscal 2011 the Department’s pending tort

cases decreased 1 percent compared to the same period in Fiscal 2010,
while tort cases commenced decreased 2 percent.

• The citywide tort payout decreased by 5 percent compared to the same
period for Fiscal 2010. The Department's long-term focus on the dual
goals of backlog reduction and early resolution of meritorious claims has
allowed for enhanced preparation and reduced payouts.

• During the reporting period crime victims assessed for community-based
services increased by 16 percentage points due to the Department’s
continuing efforts to make it known to attorneys that services are available
to victims.

Performance Report
�� Represent the City in litigation and other legal matters involving the City’s

interests.

�� Prosecute crimes involving youth under the age of 16.

Scope of Agency Operations
The Law Department is the attorney for
the City, City agencies and certain non-
City agencies and pension boards, and
manages litigation and other legal matters
involving the City and its interests. The
Law Department is responsible for more
than 90,000 matters, and provides legal
advice to all City agencies.

Key Public Service Areas
�� Represent the City in litigation and

other legal matters involving the City’s
interests.

�� Prosecute crimes involving youth under
the age of 16.
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A   c   t   u   a   l T  a  r  g  e  t
4-Month
Actual

4-Month
ActualUpdated

Performance Statistics FY08 FY09 FY10 FY11 FY12 FY10 FY11

�Total tort cases pending 20,084 17,791 17,362 17,800 17,800 17,716 17,450
Tort cases commenced -
Citywide 6,190 6,337 6,442 * * 2,189 2,136

Tort dispositions - Citywide 7,116 6,730 6,921 6,100 6,100 2,097 1,929
�Total tort payout ($000) -
Citywide $554,326 $570,581 $541,595 * * $131,515 $124,547

�Critical Indicator     “NA” - means Not Available in this report

A   c   t   u   a   l T  a  r  g  e  t
4-Month
Actual

4-Month
ActualUpdated

Performance Statistics FY08 FY09 FY10 FY11 FY12 FY10 FY11

Referred cases filed for
prosecution (%) 62% 59% 55% 62% 55% 55% 55%
Crime victims assessed for
community-based services (%) 28% 34% 34% 30% 35% 32% 48%
Juvenile conviction rate (%) 70% 71% 72% 70% 70% 70% 69%

�Critical Indicator     “NA” - means Not Available in this report



Agency Customer Service

The Law Department provides service to its customers through its website and correspondence.

Agency Resources

Noteworthy Changes, Additions or Deletions
None

160

Customer Service
Agency Preliminary

FY11
Citywide Total

Preliminary FY11

Average response time for email correspondence (days) 1.0 7.0

Average response time for letters/mail correspondence (days) 1.0 9.0

Number of completed customer requests for interpretation 175 367,322

Agency Resources

A c t u a l September
2010 MMR

FY11
Updated
FY111 FY121

4-Month
Actual
FY10

4-Month
Actual
FY11FY08 FY09 FY10

Expenditures ($ millions)
2 $125.3 $132.2 $139.8 $134.0 $139.9 $136.3 $57.1 $57.0

Revenues ($ millions) $122.1 $42.8 $32.7 $27.9 $38.5 $20.4 $15.5 $38.2

Personnel 1,408 1,430 1,382 1,303 1,313 1,309 1,387 1,324
1
January 2011 Financial Plan                        “NA” - Not Available in this report

2
Expenditures include all funds. January Plan figures reflect modifications in Federal, State, and other non-City funding since the adoption of the

2011 budget.



Critical Objectives
• Improve the impact and efficiency of investigations.
• Ensure the timely completion of background investigations and fingerprint

checks of employees of City licensed private day care centers and day care
programs that contract with the City.

• Assist City agencies in preventing corruption and waste.

Preliminary Performance Highlights
• During the reporting period the Department’s caseload and cases closed

decreased by 17 percent and 25 percent, respectively, due to a reduced
number of complaints received necessitating investigation, and the closing
of more complex cases during the period. The overall average time to
complete a case decreased by 4 percent. Turnaround times for major and
routine investigations decreased by 49 percent and 8 percent, respectively,
while turnaround time for significant investigations increased by 73
percent due to the closure of a number of older significant investigations.

• Arrests resulting from investigations during the reporting period increased
by 4 percent, and referrals for criminal prosecution increased by 32
percent. Referrals for civil and administrative action decreased by 58
percent due to a significantly higher than average increase in referrals
during Fiscal 2010 following a special investigation conducted by the
Department.

• Written policy and procedure recommendations decreased by 38 percent
due to early and on-going efforts by City agencies to correct corruption
vulnerabilities, and the reduction in memorializing the backlog of older
recommendations.

• During the first four months of Fiscal 2011 there was an 81 percent
decrease in financial recoveries to the City as a result of less sizeable
restitution orders. Recoveries collected from previously closed cases
decreased by 52 percent. Recoveries to individuals and non-City entities
increased by 36 percent.

• Background investigations closed within 6 months increased 11 percentage
points and the average time to complete a background investigation
decreased by 22 percent.

• The number of arrest notifications received for current or former childcare
workers fingerprinted by the Department increased by 4 percent. Increased
staffing and more efficient resource allocation in the Fingerprint Unit
reduced the time to notify agencies of workers with criminal records by 4
days.

• The number of corruption lectures and those attending decreased by 31
percent and 16 percent, respectively, during the reporting period. This
decrease reflects a reduction in staff available for conducting lectures and
the Department’s focus on reducing its pending workload.

• The average time to complete a VENDEX check decreased by 71 percent
during the reporting period and the number of VENDEX name checks
completed within 30 days increased substantially. The Department
attributes this increase to the elimination of the backlog caused by the
conversion to the citywide VENDEX Master Inquiry system.

Scope of Agency Operations
The Department of Investigation (DOI)
promotes and maintains integrity and
efficiency in City government operations
and services by investigating and referring
for prosecution City employees and
contractors engaged in corrupt activities or
unethical conduct. It has oversight of more
than 45 Mayoral agencies and over 300
other City agencies, entities, boards and
commissions that employ more than
300,000 staff members. The Department
studies City agencies to determine if
corrective action is necessary and
recommends actions to prevent criminal
misconduct and waste. In Fiscal 2010 the
Department received 13,825 complaints
and conducted 2,258 investigations.

Key Public Service Area
�� Maintain the integrity of City agencies,

employees, contract vendors and recipi-
ents of City funds.

161

DEPARTMENT OF INVESTIGATION
Rose Gill Hearn, Commissioner



Performance Report 
�� Maintain the integrity of City agencies, employees, contract vendors and recipients of City funds.  
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A   c   t   u   a   l T  a  r  g  e  t
4-Month
Actual

4-Month
ActualUpdated

Performance Statistics FY08 FY09 FY10 FY11 FY12 FY10 FY11

Complaints 13,837 14,594 13,825 * * 4,791 4,378
�Caseload 2,481 2,396 2,258 * * 1,387 1,157
Cases closed 1,418 1,438 1,427 * * 446 335
Referrals for Criminal Prosecution 452 630 753 * * 311 410
Arrests resulting from DOI investigations 676 731 822 * * 330 342
Referrals for Civil and Administrative Action 1,499 1,867 1,876 * * 879 370
Written Policy and Procedure Recommen-
dations to City agencies 469 460 357 * * 166 103
�Financial recoveries to the City or-
dered/agreed ($) $18,315,332 $16,184,024 $18,086,520 * * $11,246,312 $2,097,761
�Financial recoveries to the City collected
($) $10,576,694 $6,633,626 $8,537,930 * * $3,130,734 $1,506,398
Financial recoveries to individuals and non-
City entities ordered/agreed ($) $688,110,574 $17,981,661 $16,840,648 * * $2,652,568 $3,616,707
�Average Time to Complete a Case
(days) 329 277 296 * * 313 299
� - Major investigations 1,269 869 904 * * 729 375
� - Significant investigations 514 484 682 * * 672 1,165
� - Routine investigations 310 267 269 * * 284 262
�Average time to complete a background
investigation (days) 342 310 451 * * 591 459
Background investigations closed within six
months (%) 53% 60% 53% 60% 60% 47% 58%
Time to notify agencies of childcare workers
with criminal records after receipt from the
State Division of Criminal Justice Services
(days) 4 4 4 6 6 6 2
Arrest notifications received for current
childcare workers 2,085 2,360 2,420 * * 825 856
Corruption Prevention and Whistleblower
lectures conducted 670 546 625 300 300 200 139
Individuals attending lectures 18,973 13,852 16,067 * * 4,318 3,631
�Average time to complete a VENDEX
check (calendar days) NA NA 34 * * 49 14
�VENDEX checks completed within 30
days (%) NA NA 60% 90% 90% 31% 99%
Companies monitored by IPSIG program 9 7 5 * * 6 5

�Critical Indicator     “NA” - means Not Available in this report



Agency Customer Service

The Department of Investigation provides service to its customers through its walk-in facilities, website
and correspondence.

Agency Resources  

163

Inquiries Received by 311 Customer Service Center

The 311 Customer Service Center received 1,708 DOI-related inquiries from July through
October 2010.NYC
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Top DOI - related inquiries: Total

% of DOI
Inquiries

Contact or Locate a City Marshal 794 46.5%

City Worker or Contractor Corruption 411 24.1%

City Marshal or Sheriff Complaint 260 15.2%
Fingerprinting - Center-Based Day Care or
Pre-School 214 12.5%

Become a City Marshal 28 1.6%

Customer Service
Agency Preliminary

FY11
Citywide Total

Preliminary FY11

Average response time for email correspondence (days) 3.0 7.0

Average response time for letters/mail correspondence (days) 3.0 9.0

Average wait time to speak with a customer service agent at a walk-in facility (min:sec) 03:00 26:40

Number of completed customer requests for interpretation 15 367,322

Agency Resources

A c t u a l September
2010 MMR

FY11
Updated
FY111 FY121

4-Month
Actual
FY10

4-Month
Actual
FY11FY08 FY09 FY10

Expenditures ($ millions)2 $23.5 $24.2 $22.7 $19.3 $21.9 $19.9 $9.3 $8.7

Revenues ($ millions) $2.9 $3.1 $4.5 $3.1 $4.1 $4.5 $0.5 $0.2

Personnel 241 234 217 222 232 223 236 209

Overtime paid ($000) $15 $20 $34 * * * $12 $15
1January 2011 Financial Plan                        “NA” - Not Available in this report
2Expenditures include all funds. January Plan figures reflect modifications in Federal, State, and other non-City funding since the adoption of the
2011 budget.



Noteworthy Changes, Additions or Deletions 
• During the reporting period the Department implemented a new case management system that tracks

the data for several indicators. The Fiscal 2011 Mayor’s Management Report will reflect any
adjustments attributable to the agency’s transition to this new system.  

• The Department revised 4-month Fiscal 2010 values for ‘Referrals for criminal prosecution,’ ‘Arrests
resulting from DOI investigations,’ ‘Referrals for civil and administrative action’ and ‘Average time to
complete a case (days) - Major investigations’ and ‘Average time to complete a case (days) - Routine
investigations’ to reflect updated data.   

• DOI will no longer report data for ‘Cases closed with significant impact (%)’ since the measure does
not appropriately and fairly reflect the outcome of its investigations.  
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Critical Objectives
• Investigate and prosecute complaints of discrimination and bias-related

harassment in a timely and efficient manner.
• Provide pre-complaint interventions and foster positive intergroup

relations.

Preliminary Performance Highlights
• During the first four months of Fiscal 2011 the number of cases filed with

the Commission increased 31 percent, and the number of referrals to the
Office of Administrative Trials and Hearings almost doubled compared to
the same period of Fiscal 2010.

• Settlements have decreased 11 percentage points compared to last year;
however, the average cash value of each settlement increased 17 percent
during the reporting period.

• The age of the Commission’s caseload continues to decrease, with 86
percent of cases less than one year old during the reporting period.

• The Commission’s community-based technical assistance decreased 27
percent, which is attributable to a reduction in mortgage counseling due to
an increased number of outside sources providing the same service. The
total number of conferences, workshops and training sessions increased 3
percent, and school-based sessions increased 7 percent.

Scope of Agency Operations
The City Commission on Human Rights
(CCHR) investigates an average of 1,500
allegations per year of discrimination in
employment, housing, and public
accommodations, as well as bias-related
harassment. In addition, the Commission
initiates investigations and prosecutions of
systemic Human Rights Law violations.
The Commission provides pre-complaint
intervention and promotes positive
intergroup relations through conferences,
workshops and training sessions conducted
by its Community Relations Bureau.

Key Public Service Areas
�� Enforce the City’s Human Rights Law.
�� Educate the community on the Human

Rights Law.
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CITY COMMISSION ON HUMAN RIGHTS
Patricia L. Gatling, Commissioner/Chair



Performance Report
�� Enforce the City’s Human Rights Law.

�� Educate the community on the Human Rights Law.
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A   c   t   u   a   l T  a  r  g  e  t
4-Month
Actual

4-Month
ActualUpdated

Performance Statistics FY08 FY09 FY10 FY11 FY12 FY10 FY11

Complaint investigations completed (%) 72% 86% 77% * * 55% 48%
Pre-complaint resolutions 236 216 210 * * 81 56
�Cases filed (by type of complaint) 466 435 410 * * 149 195
- Employment discrimination (%) 66% 54% 56% * * 47% 66%
- Housing discrimination (%) 21% 38% 33% * * 46% 21%
- Public accomodation discrimination (%) 12% 8% 11% * * 7% 12%
- Bias-related harassment (%) 1% 0% 0% * * 0% 1%
�Cases closed (by type of closure) 477 649 441 * * 221 245
- No probable cause determination (%) 53% 39% 35% * * 38% 49%
� - Probable cause determination (%) 6% 13% 8% * * 6% 15%
- Administrative cause (%) 26% 23% 25% * * 28% 19%
� - Settlement (%) 15% 25% 32% * * 28% 17%
Cases referred to the Office of Administrative Trials and Hearings 29 72 37 * * 14 27
�Average value of cash settlement for complainant ($) $12,621 $11,004 $17,918 * * $11,591 $13,518
Modifications for accessibility 217 192 173 * * 58 62
�Average age of complaint caseload (in days) 317 318 315 * * 315 270
Caseload 566 402 438 550 550 389 475
Cases pending by age - Less than one year 433 324 353 400 400 334 431
- 1-3 years old 126 74 77 100 100 53 38
- 3-5 years old 7 4 8 10 10 2 6
- Older than 5 years 0 0 0 2 2 0 0

�Critical Indicator     “NA” - means Not Available in this report

A   c   t   u   a   l T  a  r  g  e  t
4-Month
Actual

4-Month
ActualUpdated

Performance Statistics FY08 FY09 FY10 FY11 FY12 FY10 FY11

Conferences, workshops and training sessions 735 1,002 1,108 600 600 357 368
Community-based technical assistance 11,920 13,563 17,574 10,000 10,000 6,745 4,931
School-based training sessions conducted 436 327 370 325 325 70 75

�Critical Indicator     “NA” - means Not Available in this report



Agency Customer Service

The City Commision on Human Rights provides service to its customers through its walk-in facilities,
website and correspondence.

Agency Resources

Noteworthy Changes, Additions or Deletions
None
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Inquiries Received by 311 Customer Service Center

The 311 Customer Service Center received 3,467 CCHR-related inquiries from July through
October 2010.
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Top CCHR - related inquiries: Total
% of CCHR
Inquiries

Discrimination Complaint 3,352 96.7%
Community Outreach - Human Rights
Education 112 3.2%

Staff Information Provided 3 0.9%

Customer Service
Agency Preliminary

FY11
Citywide Total

Preliminary FY11

Average response time for email correspondence (days) 1.0 7.0

Average response time for letters/mail correspondence (days) 2.0 9.0

Average wait time to speak with a customer service agent at a walk-in facility (min:sec) 10:00 26:40

Number of completed customer requests for interpretation 6.0 367,322

Agency Resources

A c t u a l September
2010 MMR

FY11
Updated
FY111 FY121

4-Month
Actual
FY10

4-Month
Actual
FY11FY08 FY09 FY10

Expenditures ($ millions)
2 $6.8 $7.1 $6.9 $7.3 $7.3 $7.4 $3.4 $3.6

Personnel 82 80 72 72 75 72 76 71

Overtime paid ($000) $9 $21 $14 * * * $2 $2
1
January 2011 Financial Plan                        “NA” - Not Available in this report
2
Expenditures include all funds. January Plan figures reflect modifications in Federal, State, and other non-City funding since the adoption of the
2011 budget.
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Critical Objectives
• Schedule and hear cases promptly.
• Settle cases through conferences and other alternative means.
• Issue timely decisions after hearing record is closed.
• Maintain percentage of findings adopted by agencies.

Preliminary Performance Highlights
• During the first four months of Fiscal 2011 OATH’s average adjournment

time increased 4 percent, or approximately half a day, due in part to the
reassignment of two Administrative Law Judges. Adjournment time also
reflects the scheduling changes of the particular mix of cases presented,
including the prior engagements of the parties and their attorneys, and the
availability of witnesses.

• During the reporting period the number of days for OATH to issue
decisions after the record was closed increased 15 percent and decisions
issued within targeted time decreased 14 percentage points, due to fewer
forfeiture and City clerk cases, which tend to be shorter, and more taxi
cases, which tend to take longer.

• OATH’s settlement rate increased 3 percentage points during the reporting
period due to a combination of proactive management and the normal
fluctuations in the types of cases filed.

• Despite experiencing a 1 percent increase in violations heard, the
Environmental Control Board (ECB) tribunal achieved a 61 percent
reduction in the average time from hearing assignment to hearing decision
due to proactive management and enhanced utilization of internal
performance metrics.

Performance Report
�� Adjudicate administrative matters fairly and efficiently.
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OFFICE OF ADMINISTRATIVE
TRIALS AND HEARINGS
Suzanne A. Beddoe, Chief Administrative Law Judge

Scope of Agency Operations
The Office of Administrative Trials and
Hearings (OATH) is an independent,
central tribunal which settles or
adjudicates a wide range of issues referred
by City agencies.  Its caseload includes
hearings authorized by state and local law,
including employee discipline, retention of
seized vehicles, license and regulatory
enforcement, real estate and loft law
violations, contract disputes, and human
rights violations. The Environmental
Control Board (ECB) became a division of
OATH in November 2008. ECB is a
central tribunal that conducts hearings
involving violations of City laws
protecting healthy, clean, and safe
environmental conditions, which may be
issued by any of 12 City agencies. ECB
hearing officers are appointed and
overseen by a 13-member board, which is
responsible for enforcing those laws and
deciding appeals from hearing officer
decisions.  

Key Public Service Areas
�� Adjudicate administrative matters fairly

and efficiently.
�� Adjudicate violations of the City’s local

administrative laws fairly and efficiently.

A   c   t   u   a   l T  a  r  g  e  t
4-Month
Actual

4-Month
ActualUpdated

Performance Statistics FY08 FY09 FY10 FY11 FY12 FY10 FY11

Cases filed at OATH (total) 2,775 3,472 2,921 * * 1,060 961
�Average adjournment time at OATH
(business days) 13.4 13.3 15.3 20.0 20.0 15.3 15.9
OATH settlement rate (%) 54% 53% 50% 40% 40% 44% 47%
�Days for OATH to issue decision
after record is closed 12.1 12.0 10.2 25.0 25.0 10.9 12.5
OATH cases with decisions issued
within targeted number of business
days (%) 92% 90% 94% * * 93% 79%
OATH facts and conclusions adopted by
agencies (%) 100% 98% 99% 96% 96% 98% 100%

�Critical Indicator     “NA” - means Not Available in this report



�� Adjudicate violations of the City’s local administrative laws fairly and efficiently.

Agency Customer Service

The Office of Administrative Trials and Hearings provides service to its customers through its walk-in
facilities, website and correspondence.
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Inquiries Received by 311 Customer Service Center

The 311 Customer Service Center received 93 OATH-related inquiries from July through
October 2010.
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Top OATH - related inquiries: Total
% of OATH
Inquiries

City Agency Tribunals 93 100.0%

Customer Service
Agency Preliminary

FY11
Citywide Total

Preliminary FY11

Average response time for letters/mail correspondence (days) 13.5 9.0

Average wait time to speak with a customer service agent at a walk-in facility (min:sec) NA 26:40

Number of completed customer requests for interpretation 2,472 367,322

A   c   t   u   a   l T  a  r  g  e  t
4-Month
Actual

4-Month
ActualUpdated

Performance Statistics FY08 FY09 FY10 FY11 FY12 FY10 FY11

Notices of Violation (NOV) received by ECB 678,245 704,680 694,273 * * 245,838 214,873
ECB hearings conducted 225,505 241,521 306,689 * * 93,921 94,736
�Average time from ECB hearing assignment to decision (days) 96 89 72 95 95 80 31
�ECB decisions rendered (total) 177,173 187,475 204,192 * * 67,207 66,268
- Dismissed 66,975 72,075 86,632 * * 27,377 28,210
- In violation 108,670 114,287 116,458 * * 39,513 37,650
- Stipulated 1,528 1,113 1,102 * * 317 408

�Critical Indicator     “NA” - means Not Available in this report



Agency Resources

Noteworthy Changes, Additions or Deletions
• OATH added the following measures ‘ECB decisions rendered (total),’ ‘- Dismissed,’ ‘- In violation,’

‘ - Stipulated.’ OATH removed the measure ‘ECB call center average wait time.’ 
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Agency Resources

A c t u a l September
2010 MMR

FY11
Updated
FY111 FY121

4-Month
Actual
FY10

4-Month
Actual
FY11FY08 FY09 FY10

Expenditures ($ millions)
2 $3.8 $16.2 $24.0 $26.6 $26.6 $26.6 $10.8 $8.3

Revenues ($ millions) $0 $0 $0 $79.3 $87.4 $82.8 $0 $31.5

Personnel 28 295 279 306 298 298 288 266

Overtime paid ($000) $1 $86 $33 * * * $13 13
1
January 2011 Financial Plan                        “NA” - Not Available in this report

2
Expenditures include all funds. January Plan figures reflect modifications in Federal, State, and other non-City funding since the adoption of the
2011 budget.
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Critical Objectives
• Ensure timely determinations on license and registration applications for

commercial carters.
• Enforce commercial carting regulations.
• Resolve commercial carter consumer complaints.
• Ensure timely determinations on registration applications for public

wholesalers and businesses.
• Enforce public wholesale market regulations.

Preliminary Performance Highlights
• The average time to approve carting licenses decreased 16 percent to 154

days. The number of carting licenses approved decreased 27 percent in the
first four months of Fiscal 2011 compared to the same period of Fiscal
2010, reflecting a 26 percent decrease in the number of license
applications received. Similarly, the 25 percent decrease in the number of
carting registrations approved reflects a 23 percent decrease in the number
of registrations received during the reporting period. The average time to
approve carting registration took slightly longer, from 113 days to 119
days.

• During the reporting period BIC reduced the number of pending carting
applications by 35 percent, but the average age of pending applications
increased to 176 days from 144 days.

• The number of carting background investigations completed decreased to
300, reflecting the overall decline in the number of carting applications
received. Background investigations must be conducted on new and
renewal applications, in addition to new employees of licensed carting
companies.

• The number of carting violations increased 2 percent to 691. While the
number of violations issued for unlicensed or unregistered carting activity
decreased 23 percent, the number of violations issued to licensed and
registered carters rose 31 percent and 41 percent, respectively. The leading
violations issued to licensed and registered carters were “General
Prohibition” violations, such as deceptive trade practices and not abiding
by Commission directives requiring carters to provide requested
information.

• During the reporting period BIC made significant improvements in the
processing of public wholesale market applications. The number of market
registrations approved increased to 51 and BIC approved market
applications 18 percent faster. Additionally, the number of public
wholesale market background investigations completed more than
doubled.

• The number of violations issued in the public wholesale markets decreased
to 79. During Summer 2010 BIC temporarily deployed its enforcement
resources to address other Commission investigation priorities.
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BUSINESS INTEGRITY COMMISSION
Michael J. Mansfield, Commissioner/Chair

Scope of Agency Operations
The Business Integrity Commission (BIC)
regulates and licenses the trade
waste/commercial carting industry and the
wholesalers and businesses operating in
the City's public wholesale markets, and
ensures the timely determination of
applications and renewals. Through
vigorous background investigations of
license and registration applications, the
establishment of standards for services and
conduct of business, and criminal
investigations, BIC carries out its mandate
to make certain that these industries and
businesses remain free from the influence
of organized crime. BIC fosters an open
and honest field for competition in the
regulated industries so that customers do
not face threats, violence, rackets, or anti-
competitive practices. The Commission
also has the authority to regulate the
shipboard gambling industry.

Key Public Service Areas
�� Regulate commercial carting industry.
�� Regulate businesses in the City’s public

wholesale markets. 



Performance Report
�� Regulate commercial carting industry.

�� Regulate businesses in the City's public wholesale markets.

Agency Customer Service

The Business Integrity Commission provides service to its customers through its walk-in facilities,
website and correspondence.
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Customer Service
Agency Preliminary

FY11
Citywide Total

Preliminary FY11

Average response time for email correspondence (days) 2.3 7.0

Average response time for letters/mail correspondence (days) 1.4 9.0

Average wait time to speak with a customer service agent at a walk-in facility (min:sec) 04:20 26:40

Number of completed customer requests for interpretation 18 367,322

A   c   t   u   a   l T  a  r  g  e  t
4-Month
Actual

4-Month
ActualUpdated

Performance Statistics FY08 FY09 FY10 FY11 FY12 FY10 FY11

Carting background investigations completed 743 1,244 1,289 * * 561 300
Carting licenses approved 100 83 133 * * 41 30
Carting registrations approved 485 641 943 * * 324 243
�Average time to approve carting licenses (days) 206 142 184 220 220 183 154
�Average time to approve carting registrations (days) 116 122 127 150 150 113 119
Carting applications pending 274 628 336 * * 489 318
�Average age of pending carting applications (days) 130 123 167 190 190 144 176
�Carting License Applications Denied (%) 10.3% 9.9% 9.6% * * 9.7% 9.5%
�Carting Registration Applications Denied (%) 2.1% 2.3% 2.3% * * 2.1% 2.3%
�Total carting applications denied (%) 4.1% 4.0% 3.7% * * 3.8% 3.7%
Violations issued to private carters 620 1,290 1,672 * * 679 691
�Violations for unlicensed activity 180 482 996 * * 384 295

�Critical Indicator     “NA” - means Not Available in this report

A   c   t   u   a   l T  a  r  g  e  t
4-Month
Actual

4-Month
ActualUpdated

Performance Statistics FY08 FY09 FY10 FY11 FY12 FY10 FY11

Public wholesale market background investigations completed 158 170 265 * * 83 215
Public wholesale market registrations approved 40 56 114 * * 11 51
�Average time to approve public wholesale market registrations (days) 280 226 226 250 250 250 205
�Public wholesale market applications denied (%) 2.1% 1.7% 2.2% * * 2.6% 2.0%
Violations issued at public wholesale markets 551 378 417 * * 163 79

�Critical Indicator     “NA” - means Not Available in this report



Agency Resources

Noteworthy Changes, Additions or Deletions
None
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Inquiries Received by 311 Customer Service Center

The 311 Customer Service Center received 987 BIC-related inquiries from July through October
2010.
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Top BIC - related inquiries: Total
% of BIC
Inquiries

Commercial Waste and Private Carters
Information 577 58%

Sanitation Complaint - Private Carter 325 33%

Trade Waste License Registration 85 9%

Agency Resources

A c t u a l September
2010 MMR

FY11
Updated
FY111 FY121

4-Month
Actual
FY10

4-Month
Actual
FY11FY08 FY09 FY10

Expenditures ($ millions)
2 $5.8 $6.3 $6.9 $7.3 $7.4 $7.3 $3.3 $3.2

Revenues ($ millions) $2.5 $2.9 $5.5 $5.1 $5.5 $5.5 $1.5 $2.5

Personnel 64 65 75 85 83 82 77 76

Overtime paid ($000) $81 $77 $45 * * * $21 $13
1
January 2011 Financial Plan                        “NA” - Not Available in this report

2
Expenditures include all funds. January Plan figures reflect modifications in Federal, State, and other non-City funding since the adoption of the
2011 budget.
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BUSINESS AFFAIRS

Department of Finance

New York City Economic Development Corporation

Department of Consumer Affairs

Department of Small Business Services





Critical Objectives
• Make it as simple as possible to make payments to New York City.
• Collect money owed to the City efficiently and cost effectively, and
increase compliance with City and State tax laws.

• Aggressively pursue people and businesses that do not pay what they owe.
• Achieve performance targets for processing payments, refunds, tax returns,
and parking violations hearings.

• Achieve performance targets for recording publicly filed documents and
increase the number of property documents available online.

Preliminary Performance Highlights
• The average turnaround time for audit cases increased by 13.2 percent to
626 days, and the percent of cases closed within one year fell from 39.8
percent to 31.8 percent. Turnaround time was affected by the Department’s
efforts to close older cases.

• Despite a 21 percent increase in volume, the Department issued refunds for
parking tickets, appeals and towing charges in 12.8 days, five days faster
than a year ago, but longer than the 10-day target.

• Wait times to see a cashier at Finance’s payment centers averaged 9.1
minutes compared to 4.3 minutes during the same four-month period last
year, when additional resources were available.

• The time to issue property tax refunds increased by 35.7 percent to 19
days, just under the Department’s target of 20 days, due to an increase in
the number of refund requests and changes in procedures to safeguard
against fraud.

• On average, the time to issue decisions for parking ticket hearings by
mail/web improved by 4.6 days to 31.2 days, well below the target of 40
days, due largely to a decrease in the number of requested hearings.

Scope of Agency Operations
The Department of Finance (DOF) collects
City revenues efficiently and fairly;
enforces compliance with City tax laws;
values all real property in the City;
maintains accurate property records; serves
as a board member of the Fire and Police
Pension Funds as well as the City’s
Deferred Compensation Fund; and advises
on the performance of the City’s pension
funds and Deferred Compensation Plan.
The Department also provides an
independent forum for the public to contest
parking violations and, through the
Sheriff’s Office, serves as the chief civil
law enforcement body for New York City.

Key Public Service Areas
�� Bill and collect property and other

taxes. 
�� Bill and collect parking tickets.
�� Respond to customers in a timely and

efficient manner.
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Performance Report 

�� Bill and collect property and other taxes. 

�� Bill and collect parking tickets.

�� Respond to customers in a timely and efficient manner.
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A   c   t   u   a   l T  a  r  g  e  t
4-Month
Actual

4-Month
ActualUpdated

Performance Statistics FY08 FY09 FY10 FY11 FY12 FY10 FY11
�Percent of City debt resolved 23.5% 42.6% 42.0% * * 18.9% 16.9%
�Percent of property taxes billed that are paid 97.7% 98.1% 98.1% * * NA NA
- Percent paid on time 94.5% 93.3% 95.0% * * 94.5% 95.0%
Property assessments reduced by the Tax Commission (%) (calendar year) 12% 11% 12% * * NA NA
Audits closed within 1 year (%) NA NA 33.3% * * 39.8% 31.8%
�Average turnaround time for audits (days) NA NA 598 * * 553 626
Average amount collected from a closed audit ($000) NA NA $68 * * $93 $45
�Percent increase in tax liability as a result of audits 14.3% 7.4% 18.6% * * 27.6% 19.4%
Percent of tax conciliation cases decided within 6 months 60% 78% 68% 65% 65% 66% 69%
Number of properties receiving 90-day lien sale notice NA 24,111 24,963 * * NA NA
Percent of originally noticed properties sold in lien sale NA 20% 19% * * NA NA

�Critical Indicator     “NA” - means Not Available in this report

A   c   t   u   a   l T  a  r  g  e  t
4-Month
Actual

4-Month
ActualUpdated

Performance Statistics FY08 FY09 FY10 FY11 FY12 FY10 FY11
�Percent of parking tickets issued that are paid within 90 days 69.3% 62.0% 61.1% * * 60.1% 63.0%
�Percent of parking tickets issued that are dismissed within 90 days 14.7% 12.9% 13.8% * * 13.4% 12.5%
�Percent of parking ticket appeals granted a reversal 17.1% 14.4% 15.1% * * 13.3% 16.8%
Parking summonses received (000) 10,921 10,662 10,709 * * 3,625 3,350
Parking summonses paid online (%) 26.0% 28.5% 34.8% * * 33.4% 39.7%
�Average time to issue refunds for parking tickets, appeals and towing
charges (days) 14.8 15.6 15.0 10.0 10.0 17.8 12.8

�Critical Indicator     “NA” - means Not Available in this report

A   c   t   u   a   l T  a  r  g  e  t
4-Month
Actual

4-Month
ActualUpdated

Performance Statistics FY08 FY09 FY10 FY11 FY12 FY10 FY11
�Average wait time to see a cashier at payment centers (minutes) 4.9 4.8 5.5 6.0 6.0 4.3 9.1
Average response time for mail and e-mail correspondence (days)
- E-mail 6.5 6.7 2.9 7.0 7.0 3.9 2.6
- Correspondence 8.0 9.9 6.4 10.0 10.0 6.0 6.9
�Average time to issue a property tax refund (days) 15 14 19 20 20 14 19
�Average time to issue a business tax refund (days) 47 44 39 45 45 36 38
�Average turnaround time for in-person parking ticket hearings (minutes) 26 28 25 40 40 25 23
�Average time to issue decision for parking ticket hearing-by-mail/web
(days) 43.0 31.4 36.2 40.0 40.0 35.8 31.2

�Critical Indicator     “NA” - means Not Available in this report



Agency Customer Service

The Department of Finance provides service to its customers through its call centers, walk-in facilities,
website and correspondence.
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Customer Service
Agency Preliminary

FY11
Citywide Total

Preliminary FY11

Average call wait time (in seconds) 649.0 190.1

Average response time for email correspondence (days) 2.61 7.0

Average response time for letters/mail correspondence (days) 6.94 9.0

Average wait time to speak with a customer service agent at a walk-in facility (min:sec) NA 26:40

Number of completed customer requests for interpretation 883 367,322

Inquiries Received by 311 Customer Service Center

The 311 Customer Service Center received 376,931 DOF-related inquiries from July through
October 2010.NYC

Top 5 DOF - related inquiries: Total
% of DOF
Inquiries

Parking Ticket Lookup - Ticket or Plate
Number Known 61,004 16.2%
Find a Towed Vehicle - Plate Number
Known 45,764 12.1%
Property Tax Account Assistance 27,129 7.2%
Parking Ticket Payment Problem or
Penalty Adjustment 24,588 6.5%
Pay a Parking Ticket - By Phone 15,724 4.2%0
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Inquiries Received by 311 

283,717

376,931

A   c   t   u   a   l T  a  r  g  e  t
4-Month
Actual

4-Month
ActualUpdated

Performance Statistics FY08 FY09 FY10 FY11 FY12 FY10 FY11
�Average time to issue decision for parking ticket appeals (days) 12.3 11.2 11.0 15.0 15.0 10.9 11.0
Average time to record and index property documents (days) - Citywide 1.3 0.9 0.8 * * 1.0 0.6
Payment method (%)
- Cash NA NA 5.2% * * NA 4.7%
- Check/money order NA NA 56.5% * * NA 49.1%
- Credit card NA NA 21.6% * * NA 21.3%
- Electronic (ACH/EFT) NA NA 16.7% * * NA 24.8%

�Critical Indicator     “NA” - means Not Available in this report



Agency Resources  

Noteworthy Changes, Additions or Deletions 
• Finance’s Fiscal 2011 Preliminary Mayor’s Management Report (PMMR) includes substantial
changes resulting from the Department’s ongoing review of its performance measures.  Indicators
have also been reorganized under newly defined Key Public Service Areas. 
– The indicator ‘Market value as a percent of sales price (1-3 family homes)’ has been retired as it
did not reveal any significant performance trend.  Because Finance calculates the value of 1-3
family homes using sales of comparable properties, the indicator will always be at or near 100%.

– The metric ‘Parking summonses processable (%)’ has also been retired.
– Finance replaced the indicator ‘Liens declared defective (%)’ with the indicators ‘Number of
properties receiving 90-day lien sale notice’ and ‘Percent of noticed properties sold in lien sale.’
The new indicators reflect the effectiveness of liens as a property tax enforcement tool. 

– The Department will no longer report data for ‘Average time to render tax conciliation decision
(months)’ nor for the percent of decisions rendered within 6-12 months and 12-18 months.  It will
continue to report data for the percent of cases decided within 6 months.

– The measure ‘Median time to record a property interest from transfer date (days)’ has been
discontinued as the date a property is transferred to a new owner is not under the control of the
Department.

– Since there was little variance in performance among the individual borough offices, the four
indicators that reported on the average time to record and index property documents in the
Manhattan, Bronx, Brooklyn and Queens offices of the City Register have been replaced with an
indicator that reports on the citywide average.

– The Department added four indicators that report on the percent of payments made by cash,
check/money order, credit card and electronically.  Because of the different costs and benefits
associated with each payment type, the Department hopes to increase electronic payments by
customers. 

• The Department updated four-month Fiscal 2010 data for ‘Percent of City debt resolved’ and ‘Parking
summonses paid online (%).’

• Previously reported four-month and annual Fiscal 2010 data for the indicators that report on the
percent of parking tickets paid and dismissed within 90 days had been based on three months and ten
months of activity, respectively, due to the length of time allowed to contest a parking ticket and
appeal a hearing decision. Fiscal 2010 data now reflects updated information for both reporting
periods.
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Agency Resources

A c t u a l September
2010 MMR

FY11
Updated
FY111 FY121

4-Month
Actual
FY10

4-Month
Actual
FY11FY08 FY09 FY10

Expenditures ($ millions)2 $215.5 $225.1 $230.9 $220.1 $222.9 $220.4 $84.2 $85.9

Revenues ($ millions) $738.8 $691.9 $709.6 $748.4 $674.5 $704.7 $231.9 $233.4

Personnel 2,203 2,058 1,930 2,112 2,109 2,033 2,009 1,924

Overtime paid ($000) $437 $297 $349 * * * $89 $63
1January 2011 Financial Plan                        “NA” - Not Available in this report
2Expenditures include all funds. January Plan figures reflect modifications in Federal, State, and other non-City funding since the adoption of the
2011 budget.



Critical Objectives
• Attract and retain businesses to produce jobs in the City.
• Encourage investments by City-based businesses and corporations.

Preliminary Performance Highlights
• The New York City Industrial Development Agency (NYCIDA) closed
one project during the first four months of Fiscal 2011. This closing was
in connection with the acquisition and renovation of an industrial facility
for a manufacturer and distributor of fencing and ornamental metal
products in Queens. The project is expected to generate $7.4 million in
City tax revenue and 64 jobs over the course of its term. The NYCIDA
agreement was facilitated by the sale of a 47,500-square-foot City-owned
property in the Richmond Hill section of Queens. The real estate
transaction generated $4 million in private investment for the City. By
year-end NYCEDC expects to complete several additional land sale and/or
lease transactions.

• The New York City Capital Resource Corporation (NYCCRC) closed two
projects during the reporting period. Both projects qualified for tax-
exempt Recovery Zone Facility Bonds, a program created under the the
American Recovery and Reinvestment Act of 2009 to spur construction
projects that have been unable to get traditional financing due to the
current capital lending market. The bonds will help finance the
construction of a 50,000-square-foot retail facility in Downtown Brooklyn
and a 55,000-square-foot supermarket on the Rockaway Peninsula. These
projects are expected to generate $13.5 million in City tax revenue and
242 jobs over the course of their term, and an additional 358 construction
jobs.

• From July 2010 to October 2010 NYCEDC committed $52.5 million in
capital funding for projects it manages on behalf of other City agencies.
These commitments leveraged $362.3 million in additional non-City
investment and included an $11.8 million agreement with the Federation
of Italian American Organizations of Brooklyn for the construction of
New York City’s first Italian-American Cultural Community Center. The
Center will provide much needed social services to the entire Bensonhurst
community.

• The City’s unemployment rate for the four months ending October 2010
was 9.3 percent, down from 10.2 percent in the four months ending
October 2009.

Scope of Agency Operations
New York City Economic Development
Corporation (NYCEDC), a nonprofit
organization operating under contract with
the City of New York, is the City’s
primary engine for economic development.
NYCEDC catalyzes physical
transformation across the five boroughs,
investing in major infrastructure upgrades,
capital projects, and area-wide
developments. NYCEDC manages City-
owned properties, while also improving
the distribution of goods within and
outside the five boroughs by reactivating
the City’s rail freight lines, food markets,
and maritime and aviation facilities.
Through the New York City Industrial
Development Agency (NYCIDA) and
New York City Capital Resource
Corporation (CRC), NYCEDC helps
eligible businesses meet their financing
needs for property acquisition, new
equipment, renovation, and working
capital through low-cost tax-exempt bonds
and exemptions and abatements of
selected City and State taxes, which in
turn helps create and retain jobs. The
Center for Economic Transformation at
NYCEDC works to enhance the City’s
major business sectors by addressing
current challenges faced by industries
through analysis of current economic
trends; developing strategies and solutions;
and implementing programs that help
businesses thrive and grow. NYCEDC has
launched over 60 initiatives that support
entrepreneurship across all industries, help
legacy industries like media and
manufacturing transition to 21st century
business models, and capture a leadership
role for the City in emerging sectors like
bioscience, green services, and technology.

Key Public Service Area
�� Promote economic programs and

incentives to improve the City’s
economy.
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Performance Report
�� Promote economic programs and incentives to improve the City’s economy. 

Agency Resources

Noteworthy Changes, Additions or Deletions
• NYCEDC added three metrics on the New York City Capital Resource Corporation (NYCCRC), a
local development corporation administered by NYCEDC, which provides access to tax-exempt bond
financing programs to qualified businesses for eligible capital projects.  The new metrics report
activity on the number of closed contracts, as well as the number of projected jobs and tax revenues
associated with the contracts.  Fiscal 2011 marks the first time that results from NYCCRC
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A   c   t   u   a   l T  a  r  g  e  t
4-Month
Actual

4-Month
ActualUpdated

Performance Statistics FY08 FY09 FY10 FY11 FY12 FY10 FY11

New York City Industrial Development Agency projects
- Contracts closed 43 10 7 * * 1 1

� - Projected jobs committed in connection with closed contracts 8,564 410 231 * * 0 64
� - Total City tax revenues generated in connection with closed contracts
($ millions) $402.5 $64.7 $30.5 * * $0.0 $7.4
New York City Capital Resource Corporation projects
- Contracts closed NA NA NA * * NA 2
- Projected jobs committed in connection with closed contracts NA NA NA * * NA 600
- Total City tax revenues generated in connection with closed contracts ($

millions) NA NA NA * * NA $13.5
Total value of City funding agreements between NYCEDC and third-party
entities ($ millions) $315.3 $225.6 $246.4 * * $89.2 $52.5
Third-party investment leveraged as a result of funding agreements ($
millions) $4,022.1 $374.9 $5,133.4 * * $5,022.1 $362.3
Occupancy rate of NYCEDC-managed property 93.6% 91.8% 91.7% * * 91.7% 91.7%
Total capital expenditures ($ millions) $546 $499 $575 * * $80 $129
�New private investment related to sale/long-term lease of City-owned
property ($ millions) $1,033.3 $324.2 $98.0 * * $0.0 $4.0
�Projected jobs created or retained in connection with the sale/long-term
lease of City-owned property

- Permanent jobs 958 77 1,471 * * 0 12
� - Construction jobs 1,353 1,436 531 * * NA NA
�New York City unemployment rate (%) 4.9% 7.2% 10.1% * * 10.2% 9.3%
Visitors to New York City (millions) (calendar year) 46.0 47.1 45.6 * * NA NA

�Critical Indicator     “NA” - means Not Available in this report

Agency Resources

A c t u a l September
2010 MMR

FY11
Updated
FY111 FY121

4-Month
Actual
FY10

4-Month
Actual
FY11FY08 FY09 FY10

Personnel 450 445 404 435 410 410 440 381

Capital commitments ($ millions) $380.0 $372.9 $461.3 $145.1 $965.1 $260.8 $149.5 $96.0
1
January 2011 Financial Plan                        “NA” - Not Available in this report

2
Expenditures include all funds. January Plan figures reflect modifications in Federal, State, and other non-City funding since the adoption of the
2011 budget.



transactions are reported independently from those reported by NYCIDA.  NYCIDA data from fiscal
years 2006 through 2008 includes results from five NYCCRC non-profit deals.

• NYCEDC revised Fiscal 2010 data for ‘Total capital expenditures ($ millions)’ from $387 million to
$575 million.  The corrected data reflects updated numbers that were available after NYCEDC’s
books closed in September 2010.  

• Four-month Fiscal 2010 data for the metric ‘Projected jobs created or retained in connection with the
sale/long-term lease of City-property – Construction jobs’ has been replaced with ‘NA.’   Data for
this indicator will be reported on an annual basis as four-month data showed no significant
performance trends.

• Four-month Fiscal 2010 data for ‘New York City unemployment rate (%)’ was also revised, from
10.1% to 10.2%, to reflect updated figures.

185



186



Critical Objectives
• Expedite the resolution of consumer complaints.
• Ensure compliance with tobacco regulations to minimize sales to minors.
• Enforce compliance with license laws, consumer protection laws, and

weights and measures laws.
• Minimize licensing center wait time and license processing time while

maximizing customer service.

Preliminary Performance Highlights
• The amount of fines collected by DCA as a result of settlement

agreements with businesses rose by nearly 31 percent to more than $2
million due, in large part, to improvements in inspector productivity that
have resulted in a marked increase in the number of inspections and a
comparable increase in violation issuance.

• Although there were no changes in inspection protocols, fuel truck
compliance rates decreased by 13 percentage points to 69 percent. Fewer
trucks passed initial inspections and the failure rate at reinspection was
unexpectedly high. Fuel trucks are not allowed to operate unless they
have passed inspection. The Department is monitoring this new trend and
has reached out to industry representatives to address concerns regarding
low compliance rates.

• Compliance on tobacco sales to minors increased by seven percentage
points to 90 percent. Each year DCA performs approximately 10,000
undercover inspections of cigarette retail dealers to ensure that they are
not selling tobacco to minors.

• The number of licensed home improvement contracts rose to 13,109, up
from 11,169 this time last year. The Department’s combination of targeted
outreach and aggressive enforcement has continued to foster industry
compliance and growth.

• Customer wait time at DCA’s licensing center averaged only 10 minutes
during July to October 2010, three minutes faster than a year ago. Due to
normal fluctuations in the licensing cycle and an increase in the proportion
of new license applications, which take longer to process, the average
processing time for basic licenses increased by two days to five days.

Scope of Agency Operations
The Department of Consumer Affairs
(DCA) ensures that New York City’s
consumers and businesses benefit from a
fair and vibrant marketplace. DCA issues
more than 73,000 licenses in 55 business
categories and performs on-site
inspections to ensure compliance with
license regulations, weights and measures
regulations, and the New York City
Consumer Protection Law. DCA mediates
and resolves individual consumer
complaints, obtains restitution for
consumers, and brings litigation and
enforcement actions against repeat
violators to halt deceptive advertising and
trade practices. Through press releases
and press conferences, public awareness
campaigns, community outreach, public
hearings, the 311 Customer Service
Center, its website and publications, DCA
educates the public and businesses about
their rights and responsibilities.

Additionally, through the Office of
Financial Empowerment (OFE), a program
of the Center for Economic Opportunity,
DCA engages in financial education, the
development of fair financial products, and
targeted consumer protection from
predatory and deceptive practices for New
Yorkers with low incomes. OFE conducts
research to better understand the financial
needs and available services for people
with low incomes; maintains a network of
financial education providers; offers a
searchable directory of financial education
services on its website; and coordinates
and launches large-scale public awareness
campaigns to help New Yorkers access
benefits such as the Earned Income Tax
Credit.

Key Public Service Areas
�� Protect and empower consumers.
�� Facilitate fair business practices.
�� Ensure efficient, accountable, and
customer-friendly operations.
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Performance Report
�� Protect and empower consumers.

�� Facilitate fair business practices.

�� Ensure efficient, accountable, and customer-friendly operations.
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A   c   t   u   a   l T  a  r  g  e  t
4-Month
Actual

4-Month
ActualUpdated

Performance Statistics FY08 FY09 FY10 FY11 FY12 FY10 FY11

Complaint processing time
- Within 0-20 days (%) 26% 44% 48% 25% 25% 50% 45%
- Within 21-50 days (%) 42% 51% 46% 35% 35% 45% 47%
- Within 51-90 days (%) 21% 5% 4% 20% 20% 4% 8%
�Median complaint processing time (days) 35 23 21 * * 21 23
�Complaints resolved to the satisfaction of the business and consumer (%) 57% 53% 55% 55% 55% 55% 53%
�Total docketed complaints 6,877 5,488 4,704 * * 1,705 1,653
- Home improvement contractor 957 715 585 * * 226 236
- Debt collection agency NA 831 646 * * 232 200
Restitution awarded ($000) $8,367 $9,858 $11,728 $4,500 $4,500 $2,433 $2,433
Total settlements ($000) $5,266 $4,192 $4,625 * * $1,558 $2,038

�Critical Indicator     “NA” - means Not Available in this report

A   c   t   u   a   l T  a  r  g  e  t
4-Month
Actual

4-Month
ActualUpdated

Performance Statistics FY08 FY09 FY10 FY11 FY12 FY10 FY11
�License law compliance rate (%) 88% 89% 90% 82% 82% 89% 93%
�Consumer Protection Law refund and receipt compliance rate (%) 90% 94% 93% 90% 90% 92% 92%
Weights & Measures Law compliance rate
- Gasoline pumps (%) 98% 98% 97% 98% 98% 98% 96%
- Fuel trucks (%) 73% 80% 82% 80% 80% 82% 69%
�Inspected stores complying with tobacco regulations (%) 86% 88% 87% 86% 86% 83% 90%
�Compliance on a follow-up inspection after a previous tobacco violation
(%) 89% 89% 88% 85% 85% 85% 84%
Current number of licensed home improvement contractors 11,095 12,620 12,626 * * 11,169 13,109

�Critical Indicator     “NA” - means Not Available in this report

A   c   t   u   a   l T  a  r  g  e  t
4-Month
Actual

4-Month
ActualUpdated

Performance Statistics FY08 FY09 FY10 FY11 FY12 FY10 FY11
�Licensing center wait time (minutes) 13 18 14 15 15 13 10
�Basic license application - Average processing time (days) 5 3 4 * * 3 5
�Number of fines collected within 45 days of assessment (%) 77% 80% 82% 75% 75% 82% 84%
Current number of legally operating sidewalk cafes 871 956 1,126 * * 1,061 1,059

�Critical Indicator     “NA” - means Not Available in this report



Agency Customer Service

The Department of Consumer Affairs provides service to its customers through its walk-in facilities,
website and correspondence.

Top Five 311 Service Requests for DCA
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Inquiries and Service Requests Received by 311 Customer Service Center

The 311 Customer Service Center received 42,636 DCA-related inquiries from July through
October 2010.NYC

0

10,000

20,000

30,000

40,000

50,000

Jul-Oct 2010Jul-Oct 2009

Inq
uir

ies

Inquiries Received by 311 

42,131 42,636
Top 5 DCA - related inquiries: Total

% of DCA
Inquiries

Investigate a Business - Licensed by DCA 4,449 10.4%

Retail Store Complaint 2,133 5.0%

General Vendor - New License 1,868 4.4%
Year-Round Food Cart Vendor - New
License 1,748 4.1%
Financial Education Network - Credit and
Debt Assistance 1,440 3.4%

Service Requests # of SRs
Expected Hours

to Action
Average Hours

to Action

% of SRs
Meeting Time to

Action

Consumer Complaint - Exchange/Refund/Return 1,039 96 19.0 100%
DCA/DOHMH New License Application Request-General Street Vendor
License 342 168 39.0 100%

Consumer Complaint - Non-Delivery Goods and Services 713 96 19.0 100%

Consumer Complaint - Overcharge 508 96 22.0 100%

Consumer Complaint - False Advertising 516 96 21.0 100%

Customer Service
Agency Preliminary

FY11
Citywide Total

Preliminary FY11

Average response time for email correspondence (days) 6.0 7.0

Average response time for letters/mail correspondence (days) NA 9.0

Average wait time to speak with a customer service agent at a walk-in facility (min:sec) 11:00 26:40

Number of completed customer requests for interpretation 422 367,322



Agency Resources

Noteworthy Changes, Additions or Deletions
• The Department lowered the compliance rate target for fuel trucks from 92 percent to 80 percent to

reflect performance under the enhanced inspection protocol that began in Fiscal 2008.  
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Agency Resources

A c t u a l September
2010 MMR

FY11
Updated
FY111 FY121

4-Month
Actual
FY10

4-Month
Actual
FY11FY08 FY09 FY10

Expenditures ($ millions)
2 $20.5 $21.5 $22.3 $20.7 $23.7 $22.4 $7.0 $7.9

Revenues ($ millions) $26.3 $25.5 $27.4 $21.8 $23.1 $24.2 $7.6 $7.0

Personnel 304 286 288 298 328 321 281 297

Overtime paid ($000) $1,051 $913 $676 * * * $324 $83
1
January 2011 Financial Plan                        “NA” - Not Available in this report
2
Expenditures include all funds. January Plan figures reflect modifications in Federal, State, and other non-City funding since the adoption of the
2011 budget.



Critical Objectives
• Help businesses and entrepreneurs access free business courses, obtain

legal assistance, secure financing, access incentives, resolve government
related issues, hire and train employees, learn how to sell to the
government, get certified as a Minority and Women-owned Business
Enterprise (M/WBE) and obtain help during an emergency.

• Promote and administer incentives programs that help to retain jobs and
businesses in New York City.

• Develop and expand services available through the NYC Business Express
website.

• Save businesses time and money by providing qualified job candidates in
a timely manner.

• Prepare jobseekers for employment, place them in jobs, and facilitate their
career advancement through training linked to jobs in high growth
industries.

• Strengthen commercial districts throughout the five boroughs by
supporting New York City’s Business Improvement District (BID)
program and by providing technical assistance and project funding to local
economic development organizations.

• Help historically underserved groups become more competitive and ensure
their meaningful participation in government procurement.

Preliminary Performance Highlights
• NYC Business Express (www.nyc.gov/BusinessExpress) is the result of a

20-agency initiative that makes starting, operating, and expanding a
business in New York City clearer, faster, and simpler. NYC Business
Express helps cut through red tape by providing a single online source for
the license, permit, certification, tax, and incentive information and
applications businesses need. NYC Business Express now includes
customized information and step-by-step instruction for all business
sectors relevant to New York City and the ability to apply and pay online
for 54 permits, licenses, and certifications from multiple agencies. The
NYC Business Express Incentives Estimator, launched in June 2009,
allows customers to assess their eligibility for 40 City, State, and Federal
incentives, including 15 incentives for which the customer can make pro
forma estimates. In the first four months of Fiscal 2011, the number of
unique and repeat visitors to the NYC Business Express website increased
by 98 and 110 percent, respectively, over the same period last year.

• NYC Business Solutions is a set of services that helps businesses start,
operate, and expand in New York City. Services are provided at no cost,
regardless of the business’s size or stage, through a network of seven NYC
Business Solutions Centers located in business districts throughout the
five boroughs, as well as through direct service delivery staff at SBS. One
key area of focus has been to help businesses get the financing they need
to start, operate, or expand their business. In the first four months of
Fiscal 2011, NYC Business Solutions helped business customers obtain
208 loans totaling $8.14 million in financing toward their business goals.
This is a 65 percent increase in the number of loans over the same period
last year. Starting in Fiscal 2011, SBS has enhanced its service tracking

Scope of Agency Operations
The Department of Small Business
Services (SBS) makes it easier for
businesses in New York City to form, do
business, and grow by providing direct
assistance to business owners, fostering
neighborhood development in commercial
districts, and linking employers to a skilled
and qualified workforce. SBS runs the
City’s NYC Business Solutions and
Workforce1 Career Centers, provides
services to support the growth of local
economic development organizations
throughout the City, and administers the
Minority and Women-owned Business
Enterprise Program.

Key Public Service Areas
�� Help businesses start, operate and
expand in New York City.

�� Enable businesses to become more
profitable and productive by connecting
them to a skilled and qualified
workforce while helping the City’s
workforce get placed in jobs and
advance in their careers. 

�� Strengthen New York City’s commercial
districts by supporting locally based
economic development organizations.

�� Help minority and women-owned
businesses identify and compete for
City contracts.
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and can now provide more accurate reporting on the type of relationship businesses have with NYC
Business Solutions.

• The Energy Cost Savings Program (ECSP) helps eligible businesses reduce energy costs associated
with relocation or capital improvements. In the first four months of Fiscal 2011, ECSP saved 793
commercial tenants over $9 million. Tenants newly approved in this period will save an estimated
$130,000, which is 75 percent less than that same period last year.

• Between July and October 2010, 31,314 new jobseekers were registered through the Workforce1
Career Center system, representing a 12 percent decrease from the same period a year ago. The
agency attributes this decrease primarily to fewer unemployment insurance claimants in New York
City during the period, many of whom are required to register with the career centers.   

• In the Fiscal 2011 four-month reporting period, there were 11,066 Workforce1 system-wide job
placements, an increase of 23 percent compared to a year ago. This increase in placements resulted
from strategic targeting of employers with recruitment needs, and initiatives aimed at connecting
more customers receiving training to employment.

• Through the first four months of Fiscal 2011, the total number of certified Minority and Women-
Owned Business Enterprises (M/WBEs) increased by 19 percent over the same period last year.
Although SBS certified 21 percent fewer businesses to participate in the first four months of Fiscal
2011 than in the same period of 2010, steady certification renewals have yielded the increase in the
total certified pool.  In this same period of Fiscal 2011, the number of contracts awarded to M/WBEs
that used SBS services increased by 11 percent, while the number of City contracts awarded to
M/WBEs decreased by 4 percent.

Performance Report
�� Help businesses start, operate and expand in New York City.
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A   c   t   u   a   l T  a  r  g  e  t
4-Month
Actual

4-Month
ActualUpdated

Performance Statistics FY08 FY09 FY10 FY11 FY12 FY10 FY11
�Unique visitors to NYC Business Express website 32,581 62,065 96,318 * * 27,090 53,534
�Repeat visitors to NYC Business Express website 5,569 13,870 23,847 * * 5,685 11,929
�Loans awarded to businesses through facilitation by NYC Business
Solutions 176 264 575 * * 126 208
�Unique businesses receiving loans 165 252 514 * * NA NA
Businesses served through NYC Business Solutions 9,235 8,999 8,957 * * 3,513 2,899
New businesses served through NYC Business Solutions 7,632 7,236 7,766 * * 2,710 2,157
Financing facilitated through NYC Business Solutions ($000) $11,931 $24,837 $29,528 * * $8,750 $8,140
Value of Energy Cost Savings Program (ECSP) savings for businesses
($000) $4,414 $1,115 $967 * * $520 $130
Jobs created or retained by ECSP 8,647 6,915 4,656 * * 1,205 192
Value of Lower Manhattan Energy Program (LMEP) savings for commercial
tenants (cumulative) ($000) $28,510 $32,313 $31,938 * * $14,731 $13,053
Commercial tenants added to LMEP (cumulative) 1,428 1,496 1,458 * * 1,496 1,465

�Critical Indicator     “NA” - means Not Available in this report



�� Enable businesses to become more profitable and productive by connecting them to a skilled and
qualified workforce while helping the City’s workforce get placed in jobs and advance in their careers. 

�� Strengthen New York City’s commercial districts by supporting locally based economic development
organizations.

�� Help minority and women-owned businesses identify and compete for City contracts.
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A   c   t   u   a   l T  a  r  g  e  t
4-Month
Actual

4-Month
ActualUpdated

Performance Statistics FY08 FY09 FY10 FY11 FY12 FY10 FY11

Number of new jobseekers registered through the Workforce1 Career Center
system 58,795 94,382 97,755 * * 35,398 31,314
�Workforce1 system-wide job placements 17,149 19,386 29,456 * * 8,971 11,066
� -  Hires through NYC Business Solutions Centers 1,514 1,741 3,135 * * 712 802
�Recruit-to-hire ratio for job placements made through accounts managed
by NYC Business Solutions Hiring 3:1 3:1 3:1 * * 3:1 3:1
�Businesses awarded NYC Business Solutions Training Funds 23 34 42 * * NA NA

�Critical Indicator     “NA” - means Not Available in this report

A   c   t   u   a   l T  a  r  g  e  t
4-Month
Actual

4-Month
ActualUpdated

Performance Statistics FY08 FY09 FY10 FY11 FY12 FY10 FY11
�Total City blocks receiving supplemental sanitation services through BIDs 1,162 1,262 1,262 * * 1,262 1,262
�Average acceptably clean BID sidewalk ratings (%) 98.9% 99.2% 99.1% * * 99.0% 98.9%
Value of Local Development Corporations funding ($ millions) $3 $3 $2 * * NA NA

�Critical Indicator     “NA” - means Not Available in this report

A   c   t   u   a   l T  a  r  g  e  t
4-Month
Actual

4-Month
ActualUpdated

Performance Statistics FY08 FY09 FY10 FY11 FY12 FY10 FY11
�Minority and Women-owned Business Enterprises (M/WBEs) awarded
City contracts 418 427 485 * * NA NA
� -  M/WBEs awarded contracts after receiving direct assistance 337 318 356 * * NA NA
�Number of City contracts awarded to M/WBEs 5,762 5,892 6,173 * * 2,228 2,149
� -  Contracts awarded to M/WBEs after receiving direct assistance 4,264 3,949 4,707 * * 1,600 1,773
Newly certified businesses in M/WBE Program 550 611 636 * * 262 207
�Total M/WBEs certified 1,604 2,200 2,791 * * 2,478 2,957
�Annual M/WBE recertification rate 62.7% 78.2% 70.2% * * NA NA
Newly certified businesses in Locally-Based Enterprise Program 28 20 14 * * 5 2

�Critical Indicator     “NA” - means Not Available in this report



Agency Customer Service

The Department of Small Business Services provides service to its customers through its walk-in
facilities, website and correspondence.

Agency Resources
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Inquiries Received by 311 Customer Service Center

The 311 Customer Service Center received 9,777 SBS-related inquiries from July through
October 2010.NYC
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Top 5 SBS - related inquiries: Total
% of SBS
Inquiries

Find a Workforce1 Career Center 3,511 35.9%

Help Starting a Small Business 2,306 23.6%

Find a NYC Business Solutions Center 1,052 10.8%

Job Seeker Assistance 879 9.0%
NYC Business Express - General
Information 820 8.4%

Customer Service
Agency Preliminary

FY11
Citywide Total

Preliminary FY11

Average response time for email correspondence (days) 3.19 7.0

Average response time for letters/mail correspondence (days) 5.58 9.0

Average wait time to speak with a customer service agent at a walk-in facility (min:sec) 1:10 26:40

Number of completed customer requests for interpretation 3,486 367,322

Agency Resources

A c t u a l September
2010 MMR

FY11
Updated
FY111 FY121

4-Month
Actual
FY10

4-Month
Actual
FY11FY08 FY09 FY10

Expenditures ($ millions)
2 $136.6 $153.5 $159.6 $131.3 $144.5 $124.2 $72.5 $61.0

Revenues ($ millions) $23.6 $29.0 $29.5 58.9 53.8 68.9 $0.2 $4.8

Personnel 305 312 306 277 262 242 300 258

Overtime paid ($000) $35 $27 $36 * * * $8 $9

Human services contract budget ($ millions) $21.7 $39.9 $50.2 $43.4 $41.1 $30.9 $10.0 $10.4
1
January 2011 Financial Plan                        “NA” - Not Available in this report
2
Expenditures include all funds. January Plan figures reflect modifications in Federal, State, and other non-City funding since the adoption of the
2011 budget.



Noteworthy Changes, Additions or Deletions
None
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NON-MAYORAL AGENCIES

Public Libraries

City University of New York

Board of Elections





Scope of Agency Operations
Library services are provided through three independent systems: the Brooklyn Public Library, the New
York Public Library and the Queens Borough Public Library. These systems operate 209 local library
branches throughout the City and four research library centers in Manhattan. The libraries offer free and
open access to books, periodicals, electronic resources and non-print materials. Reference and career
services, Internet access, and educational, cultural and recreational programming for adults, young adults
and children are also provided. The libraries’ collections include 377 electronic databases and more than
65 million books, periodicals and other circulating and reference items.

Brooklyn Public Library
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PUBLIC LIBRARIES
Anthony W. Crowell, Chair — Brooklyn Public Library System
Catherine C. Marron, Chair — New York Public Library System
Joseph R. Ficalora, President — Queens Borough Public Library System

A c t u a l T a r g e t
4-Month
Actual

4-Month
ActualUpdated

Performance Statistics FY08 FY09 FY10 FY11 FY12 FY10 FY11
�Average weekly scheduled hours 46.7 46.0 44.3 44.3 44.3 44.3 35.5
Libraries open seven days per week (%) 10% 10% 10% 10% 10% 10% 5%
�Libraries open six days per week (%) 100% 100% 100% 100% 100% 100% 32%
�Circulation (000) 16,825 17,273 19,474 20,000 20,000 5,964 7,256
Reference queries (000) 3,450 3,436 3,380 3,500 3,500 1,127 1,134
Electronic visits to website (000) 3,882 4,836 5,337 * * 1,599 2,014
Computers for public use 1,108 1,108 1,108 1,128 1,128 1,111 1,111
Program sessions 43,862 46,091 49,398 38,500 38,500 13,909 15,290
�Program attendance 894,648 868,616 924,700 1,000,000 1,000,000 254,744 302,893
�Library card holders (000) 1,075 1,154 1,306 500 500 NA NA
�Total library attendance (000) 12,915 13,225 12,036 14,000 14,000 4,408 4,512

�Critical Indicator “NA” - means Not Available in this report

Inquiries Received by the 311 Customer Service Center

The 311 Customer Service Center received 2,185 inquiries related to the Brooklyn Public
Library System from July through October 2010.
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Top BPL - related inquiries: Total
% of BPL
Inquiries

Find a Library - Brooklyn 1,865 85.4%
General Information - Brooklyn Public
Library 173 7.9%
Elementary School Student After School
Program - Drop-In 63 2.9%

Library Complaint - Brooklyn 46 2.1%
Find a Library - Bronx - Manhattan - Staten
Island 15 0.7%

NYC



New York Public Library - Branch

New York Public Library - Research
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Inquiries Received by the 311 Customer Service Center

The 311 Customer Service Center received 3,308 inquiries related to the New York Public
Library System from July through October 2010.
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NYC

Top NYPL - related inquiries: Total
% of NYPL
Inquiries

Find a Library - Bronx - Manhattan -
Staten Island 2,812 85.0%
General Information - New York Public
Library 262 7.9%
Elementary School Student After
School Program - Drop-In 100 3.0%
Library Complaint – Bronx –
Manhattan – Staten Island 76 2.3%
Middle School Student After School
Program - Drop-In 25 0.8%

A c t u a l T a r g e t
4-Month
Actual

4-Month
ActualUpdated

Performance Statistics FY08 FY09 FY10 FY11 FY12 FY10 FY11
�Average weekly scheduled hours 51.7 51.9 47.0 46.0 46.0 52.6 46.6
Libraries open seven days per week (%) 9% 11% 4% 4% 4% 9% 4%
�Libraries open six days per week (%) 100% 100% 100% 100% 100% 100% 100%
�Circulation (000) 19,588 22,104 24,085 24,200 24,200 7,972 9,476
Reference queries (000) 7,794 8,058 7,503 8,000 8,000 2,690 2,676
Electronic visits to website (000) 28,037 24,637 25,369 27,400 27,400 7,401 10,160
Computers for public use 2,854 3,525 3,627 3,627 3,627 3,574 3,627
Program sessions 30,968 38,613 41,978 30,900 30,900 12,679 12,693
�Program attendance 630,417 781,899 757,501 630,000 630,000 236,348 250,169
�Library card holders (000) 2,589 2,654 3,120 3,250 3,250 NA NA
�Total library attendance (000) 14,224 15,608 15,509 15,600 15,600 5,369 5,521

�Critical Indicator “NA” - means Not Available in this report

A c t u a l T a r g e t
4-Month
Actual

4-Month
ActualUpdated

Performance Statistics FY08 FY09 FY10 FY11 FY12 FY10 FY11
�Average weekly scheduled hours 47.5 49.0 48.8 48.0 48.0 49.8 46.8
Libraries open seven days per week (%) 25% 25% 0% 25% 25% 25% 25%
�Libraries open six days per week (%) 100% 100% 100% 100% 100% 100% 75%
Reference queries (000) 564 453 402 625 625 141 128
Program sessions 1,605 1,187 1,041 1,600 1,600 314 454
�Program attendance 59,643 70,038 67,220 60,000 60,000 17,588 20,467
�Total library attendance (000) 2,010 2,381 2,363 2,000 2,000 860 784

�Critical Indicator “NA” - means Not Available in this report



Queens Borough Public Library
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A c t u a l T a r g e t
4-Month
Actual

4-Month
ActualUpdated

Performance Statistics FY08 FY09 FY10 FY11 FY12 FY10 FY11
�Average weekly scheduled hours 43.5 43.2 42.7 38.9 38.9 43.8 40.2
Libraries open seven days per week (%) 10% 6% 2% 2% 2% 2% 2%
�Libraries open six days per week (%) 100% 100% 76% 30% 30% 100% 53%
�Circulation (000) 22,822 23,073 23,064 21,200 21,200 8,143 7,400
Reference queries (000) 3,892 3,841 3,612 3,612 3,612 1,248 986
Electronic visits to website (000) 3,691 4,119 4,809 5,025 5,025 1,507 2,277
Computers for public use 1,150 1,150 1,245 1,320 1,320 1,150 1,269
Program sessions 28,358 30,187 26,592 24,358 24,358 9,366 8,868
�Program attendance 539,347 596,914 550,355 504,125 504,125 226,193 207,400
�Library card holders (000) 827 874 889 889 889 NA NA
�Total library attendance (000) 14,892 14,499 14,127 13,950 13,950 5,163 4,818

�Critical Indicator “NA” - means Not Available in this report

Inquiries Received by the 311 Customer Service Center

The 311 Customer Service Center received 1,173 inquiries related to the Queens Public Library
System from July through October 2010.NYC
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Top QPL - related inquiries: Total
% of QPL
Inquiries

Find a Library - Queens 901 76.8%
General Information - Queens Public
Library 94 8.0%
Elementary School Student After School
Program - Drop-In 59 5.0%

Find a Summer Meal Program 56 4.8%

Library Complaint - Queens 38 3.2%



Agency Resources

Noteworthy Changes, Additions or Deletions
None
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Agency Resources

A c t u a l September
2010 MMR

FY11
Updated
FY111 FY121

4-Month
Actual
FY10

4-Month
Actual
FY11FY08 FY09 FY10

Expenditures ($ millions)
2 $266.7 $366.3 $210.5 $144.4 $127.7 $227.3 $1.2 $1.8

Personnel 4,826 4,557 4,382 4,330 3,870 2,915 4,392 4,020

Capital commitments ($ millions) $51.5 $103.8 $73.7 $101.6 $279.5 $16.8 $20.6 $4.2
1
January 2011 Financial Plan “NA” - Not Available in this report

2
Expenditures include all funds. January Plan figures reflect modifications in Federal, State, and other non-City funding since the adoption of the
2011 budget.



Scope of Agency Operations
The City University of New York (CUNY) provides higher education to more than 259,000 degree
seeking students and over 257,000 adult and continuing education students. CUNY consists of 24
institutions: 11 senior colleges, six community colleges, the William E. Macaulay Honors College at
CUNY, the Graduate School and University Center, the CUNY Graduate School of Journalism, the
CUNY School of Law, the CUNY School of Professional Studies and the Sophie Davis School of
Biomedical Education, and the CUNY School of Public Health, and is planning to open a new community
college. CUNY enrolls students in 1,420 academic programs, as well as adult and continuing education
programs. Courses are taught by approximately 7,186 full-time faculties and 10,318 part-time faculties,
and an additional 855 instructors of continuing education programs. In the academic year 2009-2010,
CUNY granted 8,944 graduate and professional degrees, 18,453 baccalaureate degrees, 11,203 associate
degrees, 352 certificates and 635 advanced certificates.
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CITY UNIVERSITY OF NEW YORK
Matthew Goldstein, Chancellor

A c t u a l T a r g e t
4-Month
Actual

4-Month
ActualUpdated

Performance Statistics FY08 FY09 FY10 FY11 FY12 FY10 FY11

High school students participating in college preparation program (College
Now) 48,234 40,870 28,017 * * NA NA
Community College and second year baccalaureate students who pass
CUNY's writing ability test for attainment of associate degree or movement to
next year in senior college (%) 93.1% 93.6% 93.9% * * NA NA
Mean SAT score of enrolled freshman in baccalaureate programs 1,036 1,050 1,084 * * NA NA
Baccalaureate degree seeking students admitted who enroll (%) 52.5% 51.7% 49.6% * * NA NA
Honors college student enrollment 1,198 1,220 1,352 * * NA NA
�One-year (fall-to-fall) retention rate of full-time first-time freshmen enrolled
in a baccalaureate program at a CUNY college 84.6% 84.7% 85.0% * * NA NA
�One-year (fall-to-fall) retention rate of full-time first-time freshmen enrolled
in an associate program at a CUNY community college 64.8% 66.1% 66.7% * * NA NA
�Six-year graduation rate of full-time first-time freshmen seeking a
baccalaureate degree at a CUNY college 49.3% 49.6% NA * * NA NA
�Six-year graduation rate of full-time first-time freshmen seeking an
associate degree at a CUNY community college 28.6% 28.5% NA * * NA NA
Students passing the New York State Teacher Certification Examination (%) 97% 97% 98% * * NA NA
Students passing the National Council Licensure Examination for Registered
Nurse (%) (CY 2000-2004) 86.3% 86.5% 85.4% * * NA NA
Instructional hours delivered by full-time faculty (Fall) - Community colleges
(%) 46.1% 43.3% 45.6% * * NA NA
- Senior colleges (%) 43.2% 41.8% 43.3% * * NA NA
�Enrollment of first-time freshmen in CUNY community colleges 13,935 15,269 17,220 * * NA NA
�Number of students transferring to a CUNY baccalaureate program within
two years of leaving a CUNY associate program 5,605 5,989 6,754 * * NA NA

�Critical Indicator “NA” - means Not Available in this report



Agency Resources

Noteworthy Changes, Additions or Deletions
None
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Inquiries Received by the 311 Customer Service Center

The 311 Customer Service Center received 4,499 CUNY-related inquiries from July through
October 2010.
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Top 5 CUNY - related inquiries: Total
% of CUNY
Inquiries

Find a CUNY College 2,631 58.5%

CUNY Admissions Services 899 20.0%
Free GED Bridge Classes - LaGuardia
Community College 316 7.0%

CUNY Prep Program 153 3.4%
CUNY Continuing and Professional
Education 124 2.8%

Agency Resources

A c t u a l September
2010 MMR

FY11
Updated
FY111 FY121

4-Month
Actual
FY10

4-Month
Actual
FY11FY08 FY09 FY10

Expenditures ($ millions)
2 $671.3 $707.1 $764.7 $772.6 $784.9 $721.2 $168.9 $270.7

Revenues ($ millions) $195.7 $219.0 $276.8 $264.5 $270.5 $276.5 $8.5 $46.4

Personnel 6,936 7,286 7,775 7,613 7,381 7,329 8,097 8,641

Overtime paid ($000) $4,438 $4,759 $5,078 * * * $1,385 $1,214

Work Experience Program (WEP) participants assigned 372 338 417 * * * 438 482
1
January 2011 Financial Plan “NA” - Not Available in this report
2
Expenditures include all funds. January Plan figures reflect modifications in Federal, State, and other non-City funding since the adoption of the
2011 budget.



Scope of Agency Operations
The Board of Elections of the City of New York is an administrative body of ten Commissioners, two
from each borough, upon recommendation by both political parties and then appointed by the City
Council for a term of four years. The Commissioners appoint a bipartisan staff to oversee the daily
activities of its main and five borough offices. The Board is responsible under New York State Election
Law for the following:
• Voter registration, outreach and processing
• Maintenance and updating of voter records
• Processing and verification of candidate petitions/documents
• Campaign finance disclosures of candidates and campaign committees
• Recruiting, training and assigning the various election day officers to conduct elections
• Operation of poll site locations
• Maintainance, repair, setup and deployment of the election day operation equipment
• Ensuring each voter their right to vote at the polls or by absentee ballot
• Canvassing and certification of the vote
• Voter education, notification and dissemination of election information
• Preparation of maps of various political subdivisions
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BOARD OF ELECTIONS
Dawn Sandow, Acting Executive Director

A c t u a l T a r g e t
4-Month
Actual

4-Month
ActualUpdated

Performance Statistics FY08 FY09 FY10 FY11 FY12 FY10 FY11

Election day poll worker absence rate (%) * *
Overall voting equipment failure rate on election days (%) * *
Polling site complaints: * *
- Regarding lack of access or waiting times * *
- All other polling place complaints * *
Other voter complaints * *
Number of Polling places open on time (%) * *
Calls to BOE voter hotline * *
- Calls answered in 30 seconds (%) * *
Number of Polling places open on time (%) * *
Polling sites with at least one operational Ballot Marking Device (BMD) on
election days (%) * *
Number of votes cast using BMDs * *
Number of polling site complaints regarding BMDs, by individual site * *
New voting machines procured (target required) * *
Average time to performance equipment acceptance tests (days:hrs) * *
Equipment passing acceptance tests (%) * *
Equipment suitably stored prior to elections (%) * *
Public attendance at voting machine demonstrations * *

�Critical Indicator “NA” - means Not Available in this report



Agency Resources

Noteworthy Changes, Additions or Deletions
None
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Inquiries Received by the 311 Customer Service Center

The 311 Customer Service Center received 20,866 BOE-related inquiries in Fiscal 2010.NYC

Top 5 BOE - related inquiries: Total
% of BOE
Inquiries

Election Information and Voter Registration 9,774 46.8%

Poll Site Location 7,048 33.8%

Absentee Voting 1,613 7.7%

Poll Worker Assistance 1,007 4.8%

Become a Poll Worker 983 4.7%
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Agency Resources

A c t u a l September
2010 MMR

FY11
Updated
FY111 FY121

4-Month
Actual
FY10

4-Month
Actual
FY11FY08 FY09 FY10

Expenditures ($ millions)
3 $80.7 $81.1 $95.7 $89.4 $103.3 $69.9 $48.9 $53.5

Revenues ($000) $63 $79 $114 $116 $116 $116 $73 $23

Personnel 550 411 472 382 1,105 951 594 779

Overtime paid ($000) $6,004 $6,938 $5,302 * * * $2,990 $4,594
1
January 2011 Financial Plan “NA” - Not Available in this report
2
Expenditures include all funds. January Plan figures reflect modifications in Federal, State, and other non-City funding since the adoption of the
2011 budget.

A c t u a l T a r g e t
4-Month
Actual

4-Month
ActualUpdated

Performance Statistics FY08 FY09 FY10 FY11 FY12 FY10 FY11
Polling sites with all required new voting machines operational (%)
- Primary election day
- General election day
- Special election day * *
New equipment failure rates in 2009 (%)
- Primary election day
- General election day
- Special election day * *
Polling site complaints regarding new voting machines
- Primary election day
- General election day
- Special election day * *

�Critical Indicator �311 related “NA” - means Not Available in this report
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Agency
Keyword Acronym Agency Name

Abuse and/or neglect reports ACS Administration for Children's Services

Administrative Services DCAS Department of Citywide
Administrative Services

Administrative Trials and Hearings OATH Office of Administrative Trials
and Hearings

Adoption ACS Administration for Children's Services

Adult basic education DYCD Department of Youth and
Community Development

Adult protective services HRA Human Resources Administration

Adult shelters DHS Department of Homeless Services

After hours work DOB Department of Buildings

AIDS DOHMH Department of Health and Mental Hygiene

AIDS HHC Health and Hospitals Corporation

Air complaints DEP Department of Environmental Protection

Air quality DEP Department of Environmental Protection

Art projects DCLA Department of Cultural Affairs

Asbestos DEP Department of Environmental Protection

Asthma DOHMH Department of Health and Mental Hygiene

Autopsy OCME Office of Chief Medical Examiner

Bicycles DOT Department of Transportation

Birth certificates DOHMH Department of Health and Mental Hygiene

LIST OF KEY TOPICS
BY MMR AGENCY



Bridges DOT Department of Transportation

Bus shelters DOT Department of Transportation

Business Express SBS Small Business Services

Business Improvement Districts SBS Small Business Services

Business tax DOF Department of Finance

Cable television DoITT Department of Information Technology
and Telecommunications

Carting BIC Business Integrity Commission

Catch basins DEP Department of Environmental Protection

Child abuse ACS Department of Juvenile Justice

Child care ACS Administration for Children's Services

Child support HRA Human Resources Administration

Childhood blood lead levels DOHMH Department of Health and Mental Hygiene

Civilian fire fatalities FDNY Fire Department of New York

Community development programs DYCD Department of Youth and
Community Development

Complaints of police misconduct CCRB Civilian Complaint Review Board

Construction DOB Department of Buildings

Consumer protection DCA Department of Consumer Affairs

Crime NYPD New York City Police Department

CUNY community college CUNY City University of New York (CUNY)

Death certificate DOHMH Department of Health and Mental Hygiene

Design and construction projects DDC Department of Design and Construction

DNA homicide cases OCME Office of Chief Medical Examiner
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Domestic violence shelter HRA Human Resources Administration

Drinking fountains DPR Department of Parks & Recreation

Drinking water DEP Department of Environmental Protection

Drug abuse DOHMH Department of Health and Mental Hygiene

Economic and financial opportunity SBS Small Business Services

Education DOE Department of Education

Elections BOE Board of Elections

Emergency response training OEM Office of Emergency Management

Emergency room HHC Health and Hospitals Corporation

Environmental review application DCP Department of City Planning

Facade conditions/falling debris DOB Department of Buildings

Family court DOP Department of Probation

Fire response time FDNY Fire Department of New York

Food service establishments DOHMH Department of Health and Mental Hygiene

Food stamps HRA Human Resources Administration

For-hire vehicles TLC Taxi and Limousine Commission

Foster care ACS Administration for Children's Services

Funding agreements EDC Economic Development Corporation

Head start ACS Administration for Children's Services

HIV DOHMH Department of Health and Mental Hygiene

HIV HHC Health and Hospitals Corporation

Home care HRA Human Resources Administration

Home care services DFTA Department for the Aging
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Home improvement contractor DCA Department of Consumer Affairs

HUD NYCHA New York City Housing Authority

Human Rights CCHR City Commission on Human Rights

Hydrants DEP Department of Environmental Protection

Immunizations DOHMH Department of Health and Mental Hygiene

Industrial Development Agency (IDA) EDC Economic Development Corporation

Infant mortality DOHMH Department of Health and Mental Hygiene

Inmates DOC Department of Correction

Investigation DOI Department of Investigation

Juvenile delinquency DOP Department of Probation

Land use applications DCP Department of City Planning

Landmarks LPC Landmarks Preservation Commission

Libraries BPL Brooklyn Public Library

Libraries NYPL New York Public Library

Libraries QPL Queens Borough Public Library

Liens DOF Department of Finance

Mammogram screening HHC Health and Hospitals Corporation

Medallions/yellow cabs TLC Taxi and Limousine Commission

Medical care HHC Health and Hospitals Corporation

Medical emergencies FDNY Fire Department of New York

MillionTrees NYC DPR Department of Parks & Recreation

Minority/Women-owned
business enterprises SBS Small Business Services

New buildings DOB Department of Buildings
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New Housing Marketplace Plan HPD Department of Housing Preservation
and Development

Newsstands DOT Department of Transportation

Noise complaints DEP Department of Environmental Protection

NYC business solutions SBS Small Business Services

NYC.gov DoITT Department of Information Technology
and Telecommunications

Out-of-School Time programs DYCD Department of Youth and
Community Development

Parking meters DOT Department of Transportation

Parking tickets DOF Department of Finance

Parks DPR Department of Parks & Recreation

Permanent housing DHS Department of Homeless Services

Pest control DOHMH Department of Health and Mental Hygiene

Pothole DOT Department of Transportation

Prenatal care HHC Health and Hospitals Corporation

Primary care HHC Health and Hospitals Corporation

Probationers DOP Department of Probation

Property tax DOF Department of Finance

Pruning (tree) DPR Department of Parks & Recreation

Public health insurance HRA Human Resources Administration

Public housing NYCHA New York City Housing Authority

Public wholesale markets BIC Business Integrity Commission

Rats DOHMH Department of Health and Mental Hygiene

Ready New York guides OEM Office of Emergency Management

211



Recreation center DPR Department of Parks & Recreation

Records DORIS Department of Records and
Information Services

Recycling DSNY Department of Sanitation

Refuse DSNY Department of Sanitation

Reservoir capacity DEP Department of Environmental Protection

School safety NYPD New York City Police Department

Section 8 housing NYCHA New York City Housing Authority

Senior centers DFTA Department for the Aging

Sewage treatment plants DEP Department of Environmental Protection

Sewer backup DEP Department of Environmental Protection

Shelter services DHS Department of Homeless Services

Smoking DOHMH Department of Health and Mental Hygiene

Staten Island ferry DOT Department of Transportation

Stimulus DYCD Department of Youth and Community
Development

EDC Economic Development Corporation

Street cave-in DEP Department of Environmental Protection

Street lights DOT Department of Transportation

Street signs DOT Department of Transportation

Street work DOT Department of Transportation

Streets DOT Department of Transportation

Structural fires FDNY Fire Department of New York

Swimming pools DPR Department of Parks & Recreation
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Syphilis DOHMH Department of Health and Mental Hygiene

Taxes DOF Department of Finance

Tobacco regulations DCA Department of Consumer Affairs

Torts LAW Law Department

Toxicology OCME Office of Chief Medical Examiner

Traffic crashes DOT Department of Transportation

Traffic fatalities DOT Department of Transportation

Traffic signals DOT Department of Transportation

Training grant SBS Small Business Services

Trees planted DPR Department of Parks & Recreation

Tuberculosis DOHMH Department of Health and Mental Hygiene

Unemployment EDC Economic Development Corporation

Water main DEP Department of Environmental Protection

West Nile virus DOHMH Department of Health and Mental Hygiene

Workforce 1 SBS Small Business Services
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bicycle. . . . . 61, 63, 65
BID . . . . . . . 23, 91, 191, 193
bid price . . . 23
bids . . . . . . . 90, 193
birth certificate . . . . . 6, 103
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catch basin . . . . . 55-57, 59
census. . . . . . . . . 32, 39
central business district . . 62
Certificates of Correction . . . . 67, 69, 70
Certificates of No Effect . . . . . 120
Certificates of Occupancy . . . . 69
certified teachers . . . . 17
child . . . . . . . . . . 3, 14, 25-27, 31-36, 39, 41, 74
child abuse . . . . . 35
child care . . . . . . 3, 31, 32, 34-36
child care voucher. . . 35
child support . . . 25-27
childhood diseases . . 3
children . . . . . . . 3-5, 31-37, 39-42, 111, 199
chronic diseases . . . . 3
citizenship . . . . . 49, 51
City Hall Library. . . . 101, 102
City Marshal . . . 163
City's official website. . . . 93
Citywide Incident Management System. . . . 143
civil service exams. . . . . . 89, 90
civilian fire fatalities . . . . 139, 140
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fire safety . . 139, 140
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for-hire vehicles . . . . 127-129
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MFTA . . . . . 124
Minority . . . 191-193
Model Offices . . . . . . 25
monuments. . . . . 109, 110
mortuary . . . 9
Municipal Archives . . . . . 101, 102
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murder. . . . . 133, 134

narcotics arrests. . . . . 134
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non-secure detention . . . . 35
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pollution . . . 55, 58
pools . . . . . . 109, 111
potholes. . . . 63
pre-complaint resolutions . . . . 166
pre-sentence investigations . . . 151
preparedness . . . 143, 144
preservation . . . . 79-81, 101, 119, 120
prevention services. . . . . . 39
preventive services. . . . . . 31, 33, 37, 40
primary . . . . 5, 13, 14, 17, 143, 183, 206
principals . . . . . . 20, 23
Priority A complaints . . . . 68
Priority B complaints . . . . 67, 68
private ferry . . . . 61, 63
private sector . . . 143, 144
private transfer station . . . 105, 106
probable cause determination. . . . . 166
probation. . . 151-153
probation officer . . . . 153
probationers . . . . 151-153
procure . . . . 89, 91
procurement . . . . 85, 89, 91, 191
professionally certified. . . 68, 69
Project Safety. . . 23
promoted. . . 19
property documents . . . . . 179, 181, 182
property records . . . . 179
prosecution. . . . . 159, 161, 162, 164
protective services. . . 25, 27
pruning . . . . 109, 110
psychiatry. . . . . . 13, 14
public assistance . . . . 29, 31
public buildings. . . . . 89
public health insurance . . . . . . 25, 27
public housing. . . . . . 73, 75-77
public pay telephones. . . . 93, 95
public records . . . . . . 101, 102
public wholesale markets . . . . 173, 174

O

N

P



220

quality of life . . . 13, 55, 58, 110, 123, 124, 133,
135

quality-of-life. . . 133, 135
Queens Borough Public Library. . . 199, 201

rat infestation . . . 3
rats . . . . . . . 3
Ready New York. . . . 144, 145
real estate . . 90, 169, 183
rearrest rate . . . . 151, 152
records . . . . 4, 7, 101-103, 161, 162, 179, 205
recreation . . . . . . 109, 111
recycling . . . 105-107
reference queries . . . . 199-201
refuse . . . . . 105, 106
Regents exams . . . . . 17
rehabilitation . . . 13
repairs . . . . . 55, 56
research requests . . . . 101
residential. . . . . . 25, 32, 67, 68, 70, 82, 136, 139,

140, 151
residents . . . 13, 14, 25, 27, 35, 39-41, 43, 55, 73-

76, 105, 123, 124, 133, 135, 139, 143, 144
response time . . . 4-6, 10, 21, 28, 36, 42, 46, 51,

58, 64, 67, 69, 76, 81, 87, 91, 96, 100-103,
106, 111, 116, 120, 125, 128, 135, 136, 139-
141, 145, 149, 150, 152, 156, 160, 163, 167,
170, 174, 180, 181, 189, 194

restaurants inspected . . . . 3, 5
restitution . . . . . . 161, 187, 188
revenue . . . . 13, 14, 28, 55-57, 89, 90, 106, 183
revenues7, 11, 15, 22, 29, 36, 47, 59, 65, 70, 77,

82, 87, 92, 97, 103, 107, 112, 117, 121, 129,
137, 141, 150, 153, 163, 171, 175, 179, 182,
184, 190, 194, 204, 206

revisits. . . . . 13, 14
rodent . . . . . 6
runaway and homeless youth . . . . . 49, 50
Ryan White . . . . 4

safety. . . . . . 3, 5, 17, 20, 23, 25-27, 31-33, 39, 41,
45, 55, 58, 61, 62, 67, 74, 85, 86, 88, 110,
127-130, 133-135, 139, 140, 143, 144, 147,
150, 151

safety & emissions . . 127-130
Safety Net Assistance. . . . 26, 27
sanitation. . . 105-107, 175, 193
school construction . . . . . 17, 23, 24
school safety . . . 17, 20, 134

school-based clinics . . . . . 13
Schools Under Registration Review . . . 19
scorecard. . . 95
searches. . . . 37, 148
seats . . . . . . 21, 23
Section 8 . . . 73, 75, 77, 79, 81
secure detention . . . . 35
security . . . . 31, 55, 56, 73, 89, 93, 133, 134, 139,

143, 147
self-sufficiency . . . . . 25, 26
senior centers . . . 45, 46, 48, 73, 76
seniors. . . . . 4, 45-47, 61, 74, 111
service plans . . . 4
settlement. . . . . . 165, 166, 169, 187
settlements . . . . . 81, 165, 188
sewer. . . . . . 55-57, 59, 88
sexual assault . . . 9, 10
sexually transmitted diseases . . . . . 3
shelter . . . . . 26, 28, 39-43, 52
shelter safety . . . 39
shelter services . . . . . 39, 41
shelter services system. . . 39, 41
shelters . . . . 26, 28, 39-41, 49, 50, 63
sidewalk cafes . . . . . . 188
sidewalk ratings . . . . 193
sidewalks . . . . . . 61, 63, 105, 112
signals . . . . . 61
signs . . . . . . 3, 5, 61, 62
single adults . . . . 39-42
slashings . . . 150
small business . . . . . . 191, 194
smoke . . . . . 4
smoking . . . 3
snow . . . . . . 105
special education. . . . 17, 19, 20
special needs . . . 79, 82
special needs housing. . . . 82
spray showers . . . . . . 109, 110
SSI . . . . . . . 25, 27
stabbings . . . 150
State Central Registry . . . 33
Staten Island Ferry . . . . . . 61, 63
stimulus. . . . 39
STD. . . . . . . 3
street cave-in . . . 55, 57
street cleanliness . . . . 105
street homeless . . . . . 39, 40, 43
streetlight . . . . . . 64
streets . . . . . 40, 43, 61, 63, 93, 95, 105
structural fires . . . . . . 139, 140
structures. . . 61, 85, 86, 119
student attendance. . . 17
student enrollment. . . 18, 203
students . . . . 17-19, 21, 203
students enrolled . . . . 19
subsidies . . . 73, 79, 81
substantiated investigations. . . 33, 37

Q

R

S



suicides . . . . 148, 150
Summer Youth Employment Program . . . . . 49, 50
summonses. . . . . 61, 63, 71, 106, 109, 110, 127,

128, 130, 133, 135, 180, 182
supportive housing . . . . . . 5
supportive services. . . . . . 4, 45, 46, 74
surplus. . . . . 89, 90, 92
survey . . . . . 57, 59
SYEP . . . . . 49, 50
syphilis . . . . 3, 4

tax . . . . . . . 79, 90, 99, 179-184, 187, 191
taxes . . . . . . 179, 180, 183
taxi . . . . . . . 99, 127-129, 169
teacher certification . . . . . 203
teacher qualifications . . . . 17
technical assistance . . . . . 115, 119, 123, 165, 166,

191
technology . . . . . 55, 93, 96, 100, 183
telephone. . . 74, 94, 97, 99, 145
temporary housing . . 26, 28, 40
temporary shelter . . . 39
tenants. . . . . 67, 79, 89, 192
terrorist acts . . . . 139
test . . . . . . . 89, 90, 203
311 Customer Service Center. . . . . 6, 11, 14, 22,

24, 29, 36, 42, 47, 52, 59, 64, 70, 77, 82, 87,
92, 96, 97, 99, 100, 103, 107, 112, 117, 121,
125, 129, 136, 141, 145, 149, 153, 157, 163,
167, 170, 175, 181, 187, 189, 194, 199-201,
204, 206

tobacco . . . . 3, 187, 188
tort . . . . . . . 62, 106, 110, 135, 159
towing . . . . . 179, 180
trade waste . . . . . 175
traffic . . . . . 61, 62, 64, 133, 135
traffic controls. . . . . . 61
traffic fatalities . . . . . 62, 133, 135
traffic safety . . . . 61, 133, 135
traffic signals . . . 61
training. . . . . . . . 26, 27, 31, 32, 45-47, 49, 50, 73-

76, 89, 90, 92, 93, 133, 134, 143, 144, 147,
149, 165, 166, 191-193, 205

transit system . . . 133, 134
transportation . . . 40, 61, 64, 115, 127, 128, 143
trees. . . . . . . 109, 110, 112, 113
trials . . . . . . 165, 166, 169, 170
tuberculosis . . . . 3, 4

unemployment. . . . . . 183-185, 192
unemployment rate. . . . . . 183-185
uninsured patients . . . 14, 15

units . . . . . . 5, 73, 75, 79, 80, 82, 91, 133, 139,
140, 148

urban design. . . . 115

vacant lots . . . . . 105
vehicle. . . . . 91, 99, 127-129, 136, 181
VENDEX. . . . . . 161, 162
victim . . . . . 148, 149
Victim Identification

Notification Everyday . . . 149
VINE. . . . . . 148, 149
violations . . . . . . 18, 21, 56, 58, 67-71, 79-81, 94,

95, 109, 119, 129, 133-135, 165, 169, 170,
173, 174, 179

violence. . . . 9, 25, 26, 28, 33, 40, 74, 134, 147,
148, 173

vital record. . . . . 7, 101, 102
voucher . . . . 35, 73

wait times. . . . . . 100, 179
warning letters. . . . . . 120
waste . . . . . . 26, 28, 29, 105, 106, 161, 175
waste transfer stations . . . 105
wastewater treatment . . . . 55, 57, 59
water conservation . . . . . . 55
water consumption . . . . . . 56
water mains . . . . 85, 86
water quality . . . 55-57
water supply. . . . 55, 56
waterfront. . . . . . 115, 117
watershed . . . . . . 55, 56
weapons . . . 148
WeCare . . . . 28
Weights and Measures Laws . . . . . 187
welfare . . . . 25, 29, 31, 55
WEP . . . . . . 7, 22, 29, 36, 47, 65, 82, 92, 107,

112, 137, 141, 204
whistleblower. . . 162
work orders . . . . 63, 73, 74, 89, 90
workforce. . . . . . 49, 89, 90, 191, 193
Workforce1 . . . . 191-194
working families . . . . 31, 75
World Trade Center . . . . . 9, 11

youth . . . . . . 31-33, 35, 37, 49-52, 76, 111, 151,
152, 159

youth employment . . . . . . 49, 50, 76
youth programs . . . . . 49
youth workforce development . . . . 49

T

U

Y

W

V

221



zoning . . . . . 67, 68, 115, 117

Z

222


