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Key Performance Indicator (KPI) Report
 The Key Performance Indicator (KPI) report tracks the NYCHA’s 

performance in four main areas: 

 Financial (Rent Collection)

 Work Orders (Emergencies, Maintenance and Skilled Trades)

 Vacancies (Apartment Turnaround Time and Occupancy Rate)

 Customer Satisfaction (Residents satisfied with repairs)
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Rent Collection 
 The Rent Collection metric measures the percentage 

collected from the total rent billed and arrears.  The target is 
97.5%.
 NYCHA collected 75% of the total rent amount due in November  2015 

compared to 73% in November 2014, an increase of 2%.  
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Work Orders Overview
 As of November 30, 2015, there were 142,673 open work orders.
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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. 

 From January 2015 to November 2015, the average time to resolve 
emergencies has remained under the 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.

 Since January 2015, NYCHA has steadily shortened its service level from 
11.9 days to 8.8 days in November. 
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Skilled Trades Work Orders
 The Skilled Trades Service Level measures the Authority’s performance in 

addressing more complex repairs such as carpentry, painting and 
plastering. 

 There is an upward trend from 32 days in January to 49 days in 
November. 
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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 through November was 52.3 days compared 

to 69.5 days last year, down 24%. 
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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 November 2015, 77.8% residents reported being satisfied with their repair.
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MyNYCHA Developments Portal
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Anticipated Benefits of MyNYCHA
Developments

 24/7 access anytime, anywhere, any device to development-specific 
information

 Improve communications with residents

 Providing platform for increasing resident engagement

 Reduce calls to the centralized call center (CCC)

 Meet NextGen NYCHA goals:

 Increase transparency

 Create safe, clean & connected communities
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Key Features of MyNYCHA Development 
Portal

NYCHA public housing residents will have access to:
 Development information & demographics

 Current outages & work order metrics

 Family Services programs

 Opportunity – REES programs

 Emergency preparedness information

16



Demonstration
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Future Enhancements

The following enhancements are expected to be available in 
the near future (Early 2016):

 Capital Plan & Projects at the Developments

 Identify the nearest evacuation centers/shelters to each 
Development

 Provide Resident Engagement information, such as Tenant 
Association information and activities

 Represent demographics and household information as pie 
charts and graphics

18




	Board Meeting 12-23-15.pdf
	NYCHA�Board Calendar�Meeting��Chair’s Report
	Agenda
	NYCHA�Board Calendar�Meeting��General Manager’s Report
	Agenda
	Key Performance Indicator (KPI) Report
	Rent Collection 
	Work Orders Overview
	Emergency Work Orders
	Maintenance Work Orders
	Skilled Trades Work Orders
	Apartment Turnaround Time
	Customer Satisfaction
	MyNYCHA Developments Portal
	Slide Number 14
	Anticipated Benefits of MyNYCHA Developments
	Key Features of MyNYCHA Development Portal
	Demonstration
	Future Enhancements


