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Meeting

Chair’s Report
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Overview
 NextGen Goals

 Updates
 Operate as an efficient and effective landlord

 Digital NYCHA
 Resiliency + Sustainability
 Safety and Security

 Re(build), expand and preserve public and affordable housing
 Capital Strategy

 Engage residents and connect them to best-in-class social services
 Resident Hiring
 ID NYC

 Employee Engagement and Recognition
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NextGeneration NYCHA Strategies

Fund

• 1) Secure relief from 
PILOT

• 2) Improve collection of 
resident rent and fees

• 3) Lease ground floor 
spaces

• 4) Reduce central office 
costs

Operate

• 5) Transform to digital 
organization

• 6) Localize property 
management

• 7) Pursue 
comprehensive 
sustainability agenda

• 8) Increase safety and 
security

(Re)Build

• 9) Refine capital 
planning strategy

• 10) Provide land to 
support creation of 
affordable housing units

• 11) Use HUD programs 
to preserve units

• 12) Adopt design 
excellence practices
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Engage Residents
• 13) Transform from direct service provision to a partnership model 
• 14) Leverage philanthropic dollars through a 501(c)(3)
• 15) Connect residents to quality employment
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Improving the speed and ease of our customer service

Handheld devices for 
dispatch and 

inventory at 72 
developments

MyNYCHA app is in 
English and Spanish

Operate as an Efficient and 
Effective Landlord

Mobile digital vans 
increasing access to 

WiFi and technology at 
4 NYCHA developments 
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Sustainability| Recovery + Resiliency Work

Coney Island Sites 4/5 Rendering

Aerial View of Astoria Houses

Broke ground on $41M 
Recovery and Resiliency 
project in Coney Island

Groundbreaking on $88M 
Recovery and Resiliency 

project at Astoria Houses

2nd and 3rd major funded 
projects of $3B FEMA Grant 

(largest in U.S. history)

Impacting more than 
3,100 NYCHA residents
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Exterior lighting 
is installed at 6

MAP 
developments

CCTV/LAC 
construction 
started at 10 

developments

Chair Olatoye announcing lighting installation at Polo Grounds Towers

564 cameras 
expected to be 

installed by end of 
2016

(City Council and           
MAP-funded)

Safety| Lighting, CCTV/LAC Update
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Replacing a roof at Queensbridge Houses

Capital Planning| Repair Work

All 26 roofs have been 
replaced at Queensbridge 

North and South

7 developments in 2nd 
tranche of City-Funded 

roofing work are in design 
phase

58,560 residents 
will be impacted by this work
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Working to effectively and efficiently meet the needs of residents

Engage and Connect Residents 
to Best in Class Services

• $2M received from HUD for 
Jobs-Plus Pilot Program at 
Pennsylvania-Wortman in 
Brooklyn 

• NYCHA released RFP for Sandy 
Pre-Apprenticeship Program to 
funnel NYCHA residents into 
construction unions

• 125 NYCHA residents have 
been hired on Sandy-related 
projects to date, with just 4 
sites having broken ground this 
summer

Groundbreaking at Astoria Houses



Engage and Connect Residents 
to Best in Class Services
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Working to effectively and efficiently meet the needs of residents

IDNYC benefits every City resident, including the 
most vulnerable communities—the homeless, 
youth, the elderly, undocumented immigrants, 
the formerly incarcerated and others who may 

have difficulty obtaining other government-
issued ID

NYCHA has partnered with ID NYC to help 
residents and employees register for free 

identification cards granting them access to 
City services 
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Being acknowledged for our initiatives and innovation

Awards and Recognition

NYCHA’s Budget Department with Chair 
Olatoye,  General Manager and CFO

CMAA Excellence in Construction Management Award

GFOA’s Award for Excellence in Budgeting for FY 2016 Budget

NAHRO’s National Award for Excellence
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Agenda

 NYCHA Key Performance Indicator (KPI) Report

 Heat & Hot Water Summer Overhaul
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Key Performance Indicator (KPI) Report
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 The Key Performance Indicator (KPI) report tracks NYCHA’s 
performance in four main areas:

 Financial (Rent Collection)

 Work Orders (Emergencies, Maintenance and Skilled 
Trades)

 Vacancies (Apartment Turnaround Time)

 Customer Satisfaction (Residents satisfied with repairs)



Rent Collection Performance Report
 In August, the rent collection decreased to 73.9% from 74.3% in 

July. The cumulative rent collection rate for the past twelve 
months was 95%. The  HUD target is 97.5%. 
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Work Orders Overview
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 As of the end of August, there were 144,298 open work orders 
which was lower than the previous month (146,937). 



Emergency Work Orders
 Emergency work orders are high priority items such as heat and hot 

water, gas, elevator outages, etc.  NYCHA has a target of 24 hours to 
respond to these conditions. 

 In August 2016, the average time to resolve emergencies was 9.8 hours, 
lower than last year and within the 24 hour target.  
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Maintenance Work Orders
 The Maintenance Service Level measures the Authority’s performance 

in addressing simple repairs.  We have set a target of 7 days.

 In August 2016, the service level was 4.7 days,  a reduction of 53.4% 
from August 2015. 
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Skilled Trades Work Orders
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 The Skilled Trades Service Level measures the Authority’s performance 
in addressing more complex repairs such as carpentry, painting and 
plastering. 



Apartment Turnaround Time
 The Apartment Turnaround measures the average days to re-occupy a 

NYCHA apartment after it has been vacated. The target is 30 days.
 The year to date turnaround for August 2016 was 48.3 days, a reduction 

of 11% compared to 54.1 days last August.  

19



Customer Satisfaction
 The Customer Satisfaction measures the percentage of residents satisfied 

with the overall experience with their repair. This information is obtained 
from the results of the monthly robocalls conducted by the CCC for closed 
work orders.

 In August 2016, 79.8% residents reported being satisfied with their repair.
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Heat & Hot Water 
Summer Overhaul
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Equipment
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 Redundant equipment is all operational

 Servicing all steam traps

 Improved quality controls on preventative work



Better Communication 
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Reporting
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Heat Season:
October 1st - May 31st

6:00 A.M. - 10:00 P.M.
Outside < 55 degrees, then

Inside >= 68 degrees 

10:00 P.M. - 6:00 A.M.
Outside < 40 degrees, then

Inside >= 55 degrees
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