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NextGen NYCHA 2-Year Anniversary
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Engage: Over 6,000 NYCHA 
residents have been connected to 
jobs through the NYCHA Resident 

Training Academy.

Chair Olatoye attended a Safety 
and Security Training with 

Teamsters Local 237 on May 19th

Operate: Over $4M saved 
through the use of digital tools 
including myNYCHA app, Online 
Recertification and Handhelds.

Sustainability : 
Recycling bins installed at all 326 NYCHA 

developments, LED lighting retrofits 
installed at 18 Brooklyn developments



“This is not about politics or 
parties, it’s about 

dismantling the future of 
public housing and 

jeopardizing the progress 
we’ve made on our long-

term plan NextGen NYCHA”
- NYCHA Board Members Jacqueline Arroyo, 

Jacqueline Young and Victor Gonzalez 

5

NextGen NYCHA 2-Year Anniversary



NextGen NYCHA Update
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NextGen Neighborhoods:
La Guardia Houses
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La Guardia has over 
$70M in unmet capital 

needs

New units will be 
50% affordable and 

50% market rate

All families will stay in 
their homes and 

new development will 
not change their rent 

The Facts: 
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Update! NextGen Neighborhoods: 
Holmes Towers

 Fetner Properties selected as 
developer

 Projected to bring $25M to 
NYCHA ($12.5M investment 
going back to Holmes Towers)

 A new community center, new 
playground, new seating areas, 
lighting and planting

 Permanent jobs for NYCHA 
residents (50% of permanent 
jobs at facility intended for 
NYCHA residents) Rendering of future development at Holmes Towers



Creating More Affordable Housing at Fulton 
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NYCHA residents will 
have a preference for 

25% of the units

Includes studios, 
one-bedroom and 

two-bedroom units

Affordable for 
individuals earning

$33,400 and families 
of three earning 

$42,950 
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-$6.2 Billion FY18 HUD CUTS 
Would eliminate or cripple programs by slashing funding

CAPITAL
68% Cut

National Cut: -$1.3B

OPERATING
11% Cut

National Cut: -$500M

HAP
5% Cut

National Cut: -$800M

PUBLIC HOUSING (-$2 Billion)

$200M Loss $80-130M Loss $160M Shortfall =
13,000 Voucher Loss

SECTION 8

Total ≈ btw. $450-500M NYCHA Cut/Shortfall

President’s Proposed FY18 Budget



Proposed Regulatory Changes 

 Raising Residents’ Rent – Paying More for Less

 From 30% to 35% of income towards rent
 An average increase of over $100/month for NYCHA 

households

 Increase in Utilities for Section 8 Residents ONLY
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Next Steps

 National Advocacy

 2018 Budget Planning
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Agenda
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 NYCHA Key Performance Indicator (KPI) Report

 Flexible Operations



Key Performance Indicator (KPI) Report
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 The Key Performance Indicator (KPI) report tracks 
NYCHA’s performance in three main areas: 

Work Orders (Emergencies, Maintenance and Skilled 

Trades)

Vacancies (Apartment Turnaround Time)

Customer Satisfaction (Residents satisfied with repairs)



Work Orders Overview
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 As of the end of April 2017, there were 145,443 open work orders which was higher than 
March 2017 (144,875)  and April 2016 (140,538). 

 In the past 12 months, NYCHA created 2.8  million work orders or 233,040 per month; 53,631 
per week; 7,662 per day. 

 NYCHA closed 2.6 million work orders or 215,346 per month; 49,559 per week; 7,080 per day. 
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Emergency Work Orders (in Hours)
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 Emergency work orders are high priority items such as heat and hot water, gas, elevator outages, etc.  
NYCHA has a target of 24 hours to respond to these conditions. 

 In  April 2017, the average time to resolve emergencies was 10.2 hours,  lower than April 2016 (14.2 hours) 
and within the 24 hour target.  

 In April 2017, 15,408 emergency work orders were created; 13,884 (90% ) were done within 24 hours and 
1,524 took over 24 hours. 
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Maintenance Work Orders (in Days)
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 The Maintenance Service Level measures the Authority’s performance in addressing 
simple repairs.  We have set a target of 7 days.

 In April 2017, the service level was 5.1 days,  showing a decrease from March 2017  
(5.2 days)  and a reduction of 6% from April 2016 (5.4 days). 
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Skilled Trades Work Orders (in Days)
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 The Skilled Trades Service Level measures the Authority’s performance in addressing more 
complex repairs such as carpentry, painting and plastering. 

 The service level in April 2017 was 69.8 days, higher than March 2017 (64.2 days).   
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Apartment Turnaround Time (in Days)
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 The Apartment Turnaround measures the average days to re-occupy a NYCHA apartment 
after it has been vacated. The target is 30 days.

 The year to date turnaround for April 2017 was 61.4 days  which was higher than 54.8 days 
in April 2016.  
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Customer Satisfaction
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 The Customer Satisfaction measures the percentage of residents satisfied with 
the overall experience with their repair. This information is obtained from the 
results of the monthly robocalls conducted by the  CCC for closed work orders.

 In April 2017, 79.9% of residents reported being satisfied with their repairs.
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Flexible Operations
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Flexible Operations

 Flexible Operations (FlexOps) is an initiative that creates flexible, staggered shifts 
for property management staff to provide better customer service. 

 FlexOps extends the hours of operations for completing routine repairs, cleaning 
common areas, and scheduling meetings with property management.
 Improved appearance and conditions of public spaces. Residents will see cleaner 

spaces when they start and end the day.
 Extended hours for repair and maintenance work orders. Residents can schedule 

routine repairs for the early evening after they arrive home from work. The last routine 
repair appointment of the day will be at 7:30 pm on weekdays. 

 Expanded property management office hours. Residents can schedule an appointment 
to visit their management office in the early evening one day per week. 

 In July 2016, NYCHA launched a four-month FlexOps pilot at 12 consolidations. 
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FlexOps Phase II
 FlexOps Phase II is launching on May 30th at 12 consolidations.
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Caretaker 
AM Shift 

Caretaker 
PM Shift  

Maintenance Worker 
PM Shift  

Management Office 
PM Shift

Development Name 6:00AM-2:30PM 10:30AM-7:00PM 11:30AM-8:00PM 11:00AM-7:00PM
Sedgwick x x
Glenwood x x
Carey Gardens x x
O'Dwyer x x
Dyckman x x
Isaacs Consolidated x x
Grant x x x
Murphy x x
Hammel x x
Ravenswood x x
Beach 41st x x x
Queensbridge North x x




