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 Operational Updates
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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)



Open Work Orders 
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(in thousands)



Work Orders Overview
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Emergency Work Orders (in Hours)
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Maintenance Work Orders (in Days)
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Skilled Trades Work Orders (in Days)

8



Skilled Trades Work Orders
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(in thousands)



Apartment Turnaround Time (in Days)
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Customer Satisfaction
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Operational Updates
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Sustainability and Safety:
New Lighting in 18 Brooklyn Developments
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New lights installed in 18 NYCHA 
developments across Brooklyn are 

expected to:
 Cut NYCHA’s electricity bill by 

$1.6 million annually
 Reduce NYCHA’s annual 

carbon dioxide emissions by 
6,563 tons 

 Benefit 36,000 residents



National Safety Month:
Camera Installation
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State-of-the-art closed-circuit television 
cameras installed at 22 developments

Part of the Mayor Action Plan (MAP) 
for Neighborhood Safety, a plan to 

reduce violence and increase 
neighborhood safety

MAP has allocated $140 million for 
security enhancements like cameras, 
lighting, and layered-access control 

doors



Heating Season: An Overview
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October 1, 2016 - May 31, 2017



 Preventative maintenance 

1,967 Boilers 

2,000 Hot Water Tanks 

1,309 Vacuum Tanks 

650 Condensate tanks 
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Implemented IT resources 
to track and monitor 
performance.

 Heating Dashboard  
 Handheld Devices

Heating Season: 
Initiatives



Heating Season: 
Accomplishments
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 68%: Reduction in boiler outages in May 2017 (69) 
compared to May 2016 (217)

 4.8 hours: Reduction in the average response time to 
complete a high priority no heat/hot water work 
order – 31.2% improvement

 50%: Reduction in the number of developments (7) 
with mobile boiler rentals used during 2016/17 
heating season, compared to 2015/16 season




