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On April 17, 2014, Judge William H. Pauley of the United States District Court for the Southern District of   
New York (the “Court”) approved a consent decree obligating NYCHA to abate mold and excessive moisture 
and their root causes in a timely and effective manner (the “Consent Decree”). In July 2018, the Court 
approved the Revised Consent Decree, which among other things, included the appointment of an 
independent Ombudsperson.  
 
On September 20, 2019, the Court appointed César de Castro as the Ombudsperson and re-appointed him 
to serve through December 31, 2021 to address NYCHA residents’ complaints about leak, mold, and 
excessive moisture repair orders. The Court also re-appointed and directed Stout Risius Ross, LLC (“Stout”) 
to operate the Ombudsperson’s call center (“OCC”) for a period contemporaneous with that of the 
Ombudsperson’s appointment.  
 
The OCC and the Ombudsperson, working collaboratively with the Baez Plaintiffs, plaintiff organizations, the 
Special Master, the court-appointed Independent Data Analyst (“IDA”), the court-appointed Independent Mold 
Analyst (“IMA”) and NYCHA (collectively herein as the “Parties”), has been successful in its efforts to assist 
NYCHA residents with mold and leak related complaints and identify opportunities for systemic operational 
change at NYCHA.1 The OCC was developed to assist residents in situations where their mold and leak-
related complaints are not being adequately addressed or resolved by NYCHA.  NYCHA residents can now 
reach an independent party that offers effective and empathetic listening, proactive communication and timely 
case management to ensure their complaint is addressed. Throughout this process, the OCC seeks to have 
resident complaints promptly resolved by NYCHA and works with NYCHA to use OCC resident complaints 
as opportunities to refine and transform its culture and operational processes. 
 
The OCC launched on November 4, 2019. This report provides an update and overview of the OCC 
operations, activities and call center metrics for the sixth reporting period from February 1, 2021, through 
April 30, 2021 (“Quarter 6” or “Q6”).  
 
Pursuant to the Court’s September 20, 2019 order, this report is filed independently from the Ombudsperson.  
  
  

 
1 On December 23, 2020, the Court reappointed the IDA and IMA for a 1-year term through December 31, 2021. 
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There were 2,141 open (or unresolved) resident-reported complaints at the end of the quarter, of which only 
28% were created in the quarter. Unresolved resident-reported complaints to the OCC created prior to Q4 
are complex complaints requiring monitoring for relocation, complex repair work being conducted by a 
vendor, delayed scheduling, etc. These complaints will require close monitoring in Q7 and future quarters to 
ensure NYCHA is committed to resolving them to the resident’s satisfaction within a reasonable time. If 
NYCHA can communicate more effectively, promptly conduct the necessary repair work and proactively 
communicate roadblocks from preventing progress on resident-reported complaints to the OCC, requests 
from the Ombudsperson can be prevented in future quarters and there will be a considerable reduction of 
OCC resources required to monitor these complaints.  
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The independence of the OCC and Ombudsperson remains essential.  
 
The independence of the OCC and the Ombudsperson has been and will continue to be an essential element 
of the success of the OCC. NYCHA has made progress in conducting complex repair activities, ensuring the 
proper remediation steps are being taken (sometimes requiring re-inspections or follow-up work at the OCC’s 
request), and working to re-establish trust with residents at certain developments. The success of the OCC 
requires NYCHA to be accountable for its work based on the resident’s feedback and as a result, there has 
been a positive outcome for NYCHA residents.  In Q6, additional efforts were required by OCC and the 
Ombudsperson due to the increased number of resident-reported complaints with a lack of progress causing 
escalation, accounting for 62% of resident reported complaints serviced in the quarter.  Such activity included 
engagement with development staff to discuss responsiveness concerns, requests for action on specific 
resident-reported complaints, and requests to meeting with NYCHA RCAs to better understand the obstacles 
it is facing.  Significant resources are required by the OCC for escalated resident-reported complaints.  
 
César de Castro, the Ombudsperson, has been actively involved in the OCC. Mr. de Castro has been able 
to effectively communicate the significance of his appointment, the obligations he has under the Consent 
Decree, and the actions he can take if NYCHA does not use its best efforts to resolve resident complaints to 
the OCC. Mr. de Castro continues to emphasize the need for prompt responses from NYCHA staff to assist 
and aid in the scheduling and completion of the necessary repair work. Mr. de Castro’s extensive experiences 
engaging with NYCHA residents have been helpful in overcoming communication barriers and working with 
NYCHA to ensure residents’ needs are met. 
 
For NYCHA to be successful in its efforts to effectuate continued and sustained culture change it will require 
substantial effort by NYCHA to serve residents through effective communication, individual accountability, 
commitment to conduct the proper repair work,  effective and appropriate use of vendors to overcome staffing 
limitations or complex repairs, and a commitment to operational oversight via data strategy and operational 
processes, as discussed throughout this report.  
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Continuing to raise awareness of the OCC to all residents using multiple communication channels, 
with frequent distribution, is required.  
 
There was a 22% decline in new resident-reported complaints to the OCC in Q6, which is likely due (in part) 
to a lack of resident awareness about the OCC.5 The OCC does not currently conduct independent outreach 
to NYCHA residents. In Q6, NYCHA’s outreach regarding the OCC was on social media only. During the 
quarter, NYCHA did not use additional email notifications, rent mailers, robo-calls, flyering, canvassing or 
targeted phone outreach (as it had done during the initial roll-out from January – July 2020).6  In Q6 NYCHA 
was developing a Mold Campaign with internal and external stakeholders to build awareness of mold 
concerns at NYCHA. This campaign is expected to launch in Q7 through a multi-strategy (including a printed 
handbook, mailer, website, video, social media, door-to-door canvassing etc.) which includes information 
about the OCC.  
 
In December 2020, legislation was passed that requires the City to provide NYCHA residents with information 
about the Ombudsperson and the OCC via the distribution of pamphlets, telephone calls and included in a 
rent statement.7  The OCC has not been made aware of any progress regarding the implementation of this 
legislation.   
 
The OCC is hopeful that NYCHA will continue to raise awareness of the OCC to all residents using multiple 
communication channels, with frequent distribution. NYCHA must continue to communicate to residents that 
the OCC and the Ombudsperson are independent of NYCHA and is an outlet for residents who are not 
satisfied with NYCHA’s efforts.  
  

 
5 The OCC has received feedback from tenant organizations, community organizations, and residents (through canvassing 
activities and Monitor Referrals based on work order reviews) that they were not aware of the OCC.  
6 NYCHA’s OCC communication efforts are contemplated within the framework of all resident communication that NYCHA is 
doing. As such, giving consideration to NYCHA communication resources and other communication priorities, NYCHA believed 
the social media channels utilized were appropriate for promoting the OCC. 
7 Int. 1911-A requires that the City provide NYCHA tenants with information about the Mold Ombudsperson, the Ombudsperson’s 
call center, and how to file a complaint about mold. An agency or office designated by the Mayor will distribute pamphlets to NYCHA 
residents with this information. NYCHA residents will also receive this information via a telephone call. Tenants who are enrolled 
in electronic billing may receive an email with the information instead of a paper copy. Elected officials and community 
representatives would also receive pamphlets. The designated office would also be required to hold a public briefing about the 
Mold Ombudsperson at least once a year. This legislation went into effect immediately and was sponsored by Council Member 
Ritchie Torres. The bill was passed on December 10, 2020.  

Case 1:13-cv-08916-LAP   Document 392-2   Filed 01/28/22   Page 10 of 79



11 
 

II. Resident-Reported Complaints to the OCC8 
 

A. Resident-Reported Complaint Metrics Since Launch9, 10 
 
Since the OCC launched in November 2019, 6,168 resident-reported complaints have been received by the 
OCC, which increases to at least 7,752 resident-reported complaints when considering work involving 
multiple units (including other residents that did not directly contact the OCC for assistance). 11  It is estimated 
that the OCC has monitored the completion of nearly 23,000 parent and child work orders (or 25,000 including 
open work orders) and received nearly 30,000 phone calls from NYCHA residents. The OCC has assisted 
with relocation (temporary or permanent) of over 100 NYCHA residents and conducted 60 virtual inspections 
with NYCHA residents.  
 
Figure 2  shows the distribution of resident complaints reported to the OCC, as of the end of the quarter. 64% 
have been resolved (including resolved and fully resolved), 13% have had most work resolved, 13% have 
work in progress, 7% are in the process of follow-up, and 3% are awaiting contact or scheduling.  
 

 
 

 
8 Number of unique complaints can vary over time based on the source of the complaint (e.g., resident-reported complaint and 
referral complaint for the same unit may be reported as 2 unique complaints and later merged into 1 complaint), eligibility of 
assistance (e.g., a complaint may be created for a NYC resident but if it later determined that the resident is not a NYCHA resident, 
the complaint will be excluded from reporting), and number of complaints per unit (e.g., resident may have created a complaint in 
Month 1 in the bathroom and an additional complaint in the bedroom in Month 2, depending on the nature the complaint, it may be 
reported separately or merged into 1 complaint). The status of complaints can vary over time based on the required repair activity 
(e.g., work may have been completed but is re-opened due to recurrence), or the resident’s requests (e.g., to place complaint on 
hold due COVID-19 delays). Therefore, the number of unique complaints and complaint statuses may change quarter over quarter.  
The number of monitored work orders is estimated based on work order activity recorded in Maximo during the time period that 
the OCC resident reported complaint was open. The work orders are likely understated since it excludes all work orders for units 
that were transitioned to RAD, inspection work orders conducted by OMAR or the QA department, remediation plans created and 
managed by OMAR or its vendors, work orders in other units that are connected to the OCC complaint (e.g., complex leak work), 
remediation plans with child work orders that are not linked to the mold or leak parent work order, etc. 
9 The resident-reported complaint metrics may change over time. Complaints may change status based on feedback received or 
may be merged if they are related to the same issue. The OCC evaluates call volumes, issues raised, escalations required, number 
of resident interactions, etc., to identify process refinement opportunities that could create operational improvements and 
efficiencies. Since adjustments to the data fields and methods of recording the data have been and continue to be modified and 
enhanced, it is possible that certain metrics are understated or not entirely representative of the actual activities conducted in the 
quarter. The OCC relies on MRU to populate the necessary data fields for MRU activity tracking. We have been informed that due 
to MRU staffing limitations and training of new resources, data fields were not always populated and therefore some reported 
metrics are likely understated. 
10 On November 30, 2020, NYCHA announced that it transitioned 13 Manhattan developments with 1,645 apartments managed 
by NYCHA to private property management through the Department of Housing and Urban Development’s (“HUD”) Rental 
Assistance Demonstration (“RAD”) and Permanent Affordability Commitment Together (“PACT”) programs in Manhattan. The OCC 
worked to resolve all resident-reported complaints in those developments prior to the transition. Those with remaining work still 
pending  were referred to the new private property management offices through NYCHA and the RCAs communicated this with 
each resident. It is our understanding that new private property management offices would prioritize OCC complaints. Those 
resident-reported complaints have been excluded from the OCC reporting metrics. As of the end of Q6, no additional developments 
were transitioned to RAD.  
11 For example, this includes resident reported complaints that involve work within other units (e.g., the floors above or below) or 
if the resident submits an additional complaint after the initial complaint. This number is understated due to a lack of reporting on  
the number of units that each OCC resident-reported complaint affects.  
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Figure 3 
 

 

 

2. Number of New Resident-Reported Complaints Created this Quarter 
 

In Q6, there was 1,039 new resident-reported complaints created, an average of 80 per week or 
approximately 346 per month. As demonstrated in Figure 4 there was a 22% decline, compared to 38% 
decline in the prior quarter.  
 

Figure 4 
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continue to promote awareness of the OCC, balanced by the many other resident communications NYCHA 
plans.  
 
The OCC is hopeful that the legislation passed in December 2020 requiring the City to provide NYCHA 
residents with information about the Ombudsperson and the OCC via multiple awareness channels (e.g., 
distribution of pamphlets, telephone calls and included in a rent statement) will be implemented in Q6 and 
future quarters, increasing resident awareness of the OCC. 
 

4. OCC Call Volumes 
 
The OCC’s main role is to process new complaints and confirm resident satisfaction once the complaint is 
resolved. It is expected that NYCHA will promptly address and resolve the residents’ complaints and the OCC 
and Ombudsperson will monitor progress.  
 
In Q6, the OCC had 8,188 calls with residents, with an average of 130 calls per business day or 2 calls per 
OCC resident-reported complaint serviced in the quarter. The distribution of languages preferred by residents 
included 86% English, 13% Spanish, and 1% other languages (including Russian and Chinese).  
 
As shown in Figure 6, this is a 29% increase in call volume compared to Q5, despite a 12% decline in the 
number of complaints serviced in the quarter.  
 

Figure 6 
 

 
 
 
Figure 7 shows the estimated distribution of calls received in the quarter that were associated with conducting 
intake for a newly reported complaint or seeking confirmation that the work has been completed to the 
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residents’ satisfaction (accounting for 39% of calls) versus follow-up calls with residents (accounting for 61% 
of calls).13  
 

Figure 7 
 

 
 

 
Resident follow-up calls and interactions to the OCC may include questions regarding a scheduled date, 
results of an inspection or the remediation plan, a missed appointment or unannounced appointment, 
frustration with an interaction with a worker or a delayed scheduling date, complaint about the recent work 
performed (or lack thereof) or seeking an update from NYCHA. The OCC expects no more than 10% of 
overall calls should be for follow-up interactions. In Q6, the OCC made modifications to the interactive voice 
response (IVR) system to allow residents to more quicky reach the OCC for follow-up calls due to the 
increased volume of such calls.14  
 

Figure 8 shows a 35% increase in follow-up calls in Q6, despite  on-going efforts by NYCHA to reduce follow-
up calls.  

  

 
13 The estimated distribution of calls is calculated based on the number of newly created resident-reported complaints (+15% for 
follow-up attempts if resident is not reachable) + the number of resident-reported complaints (+10% follow-up attempts if resident 
is not reachable). The remaining calls are considered follow-up calls.  
14 IVR modifications were made and tested in response to feedback received from NYCHA residents and the Plaintiff 
organizations on behalf of residents. 
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The proportion of mold-related complaints is due (in large part) to NYCHA’s outreach activities related to the 
OCC. In Q6, 40% of new resident-reported complaints were from the CCC. The CCC only informs residents 
of the OCC when mold-related complaints are made, not leak-related complaints.17 If NYCHA increases 
outreach efforts across multiple channels with frequent distribution, the proportion of complaint types may 
change in future quarters. 
 

6. Resident-Reported Complaints by Complaint Category  
 
Figure 9 shows the distribution of resident complaints made to the OCC by initial complaint category in Q6 
compared to the prior quarter. While the distribution below reflects the residents’ initial complaint to the OCC, 
the OCC found that residents complaint category may evolve over time (e.g., complaint may start out as a 
scheduling complaint but there could be components of recurrence or missed appointments, etc.).18  

 
Figure 9 

 

 
 
 

In Q6 (consistent with Q5), nearly 50% of new resident-reported complaints are for complex situations 
regarding recurrence, craftmanship (incomplete or poor quality of work), or emergencies. These complaints 
take a longer period of time to monitor due to the complexity of the repair activity, need for supplemental 
inspections (when applicable), interaction with multiple Departments within NYCHA, and relocation (when 
applicable). In Q6, there was an increase in Scheduling and Recurrence complaints and a decline in 

 
17 Refer to Section III of this report for further information. NYCHA has indicated that it is committed to expanding the CCC outreach 
for leaks once it has stabilized the MRU processes, procedures, training, and staffing levels and can be adequately prepared to 
process the anticipated increased number of resident complaints to the OCC. The OCC is in support of NYCHA’s efforts to stabilize 
the MRU operations related to OCC response before significantly expanding notification through the CCC.  
18 Complaint category is used to determine the operational OCC process. Any OCC tickets that have not completed the intake 
process are excluded from this metric. The categorization does not go through a verification process or have specific 
requirements for eligibility (e.g., craftmanship complaints do not require pictures or evidence of poor quality work and recurrence 
complaints are resident complaint regarding the recurrence of an issue).  

Case 1:13-cv-08916-LAP   Document 392-2   Filed 01/28/22   Page 19 of 79









23 
 

As shown in Figure 10, resident-reported complaints to the OCC regarding leak work required the longest 
time to resolve (on average 166 days). Many of these complaints required leak inspections to identify the 
root cause (involving other units within the building) and remediation activities that included multiple skilled 
trade workers (e.g., maintenance, plumber, plaster, painter) and multiple visits to the unit to complete the 
repair.  
 

Figure 10 
 

 
 

10. Unresolved Resident Reported Complaints to the OCC 
 
There were 2,141 resident complaints to the OCC in Q6 that were open (or unresolved) at the end of the 
quarter, of which 28% were created in the quarter (as shown in Figure 11). Unresolved resident-reported 
complaints to the OCC created prior to Q4 are complex complaints requiring monitoring for relocation, 
complex repair work being conducted by a vendor, delayed scheduling due to a resident’s request, or the 
remaining follow-up work has been delayed due to COVID-19. 25 
 

 
 
 
 
 
 
 
 
 

 
25 The Ombudsperson is monitoring the activity associated with these complaints and is working with NYCHA to resolve them 
within a reasonable period of time. If such action is not taken, the Ombudsperson may issue an Order to NYCHA to complete the 
necessary repair work within a specific timeframe. 
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Figure 11 
 

 
 
Figure 12 shows the status of unresolved resident-reported complaints to the OCC at the end of the 
quarter, of which 18% were awaiting follow-up contact from the resident to finalize the intake process with 
the OCC or NYCHA, 8% were awaiting scheduling contact or scheduling of their inspection, and the 
remaining 74% had activity occurred (e.g., inspection has been completed and remediation plan has been 
created).   

 
Figure 12 
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Of the 74% of unresolved resident-reported complaints where activity has occurred, 1,080 complaints (or 
58%) have had the mold or leak issue resolved, with only follow-up work remaining, as shown in Figure 13.  
 

Figure 13 
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C. OCC and Ombudsperson Ticket Monitoring 
 
In Q6, the OCC serviced 643 (or 18%) resident-reported complaints without the assistance of NYCHA due 
to the nature of the complaints (such as providing the resident with an upcoming scheduling date that had 
already been set). The OCC monitored the remaining 2,959 (or 82%) complaints serviced in the quarter that 
required NYCHA’s MRU assistance, due to the complaints involving requests for assistance from various 
NYCHA departments.  
 

1. OCC Ticket Monitoring Process 
 
The OCC monitors the complaint activity to ensure that NYCHA is communicating with the resident and 
scheduling the necessary inspection(s) and repair work. OCC requests that the RCA reach out to the resident 
within one business day of assignment to the RCA and schedule the next step within 2-business days after 
speaking to the resident (or a later agreed upon time with the resident). Thereafter, the RCA should provide 
scheduling of the next step to the resident after the previous step has been completed. Historically, if the 
OCC did not receive an update of progress made or received a follow-up call from a resident regarding a lack 
of responsiveness, the OCC would “escalate” the complaint by informing NYCHA (the RCA assigned to the 
complaint, the RCA supervisor, and/or MRU). The OCC would also escalate resident-reported complaints 
that involved reports of severe conditions such as a flooding condition, mold growth of greater than 20 sq. ft., 
mold or leak issues involving several rooms of the unit, or other possible health hazards that did not indicate 
progress. That is, an escalation of a resident-reported complaint was triggered by severe conditions, lack of 
MRU responsiveness to the resident, or lack of scheduling or progress by the development. The OCC may 
escalate a complaint to NYCHA more than once. Any resident-reported complaint requiring escalation more 
than once (e.g., due to a lack of progress communicating with the resident or lack of scheduling repair activity) 
are placed under monitoring through the Ombudsperson. 
 
In Q6, the OCC developed an automated ticketing monitoring system and report that allows NYCHA 
opportunities for increased oversight and management to ensure that progress is being made on all resident-
reported complaints. This system includes 9 key categories (listed below) that are updated daily and emailed 
weekly to NYCHA stakeholders (MRU and RCA Supervisors). The categories have been selected based on 
the key operational steps required to ensure that NYCHA is communicating with the resident and scheduling 
the necessary inspection(s) and repair work, which will prevent resident reported follow-up calls or complaints 
to the OCC. The first page of the report  is a summary providing a count of OCC tickets flagged per category. 
Each tab after the summary provides information regarding the total number of tickets, distribution charts (by 
RCA assigned, aging charts, priority level, etc.) and ticket details per category. The goal of this report is to 
ensure that the number of tickets flagged for increased oversight and management are very minimal and if 
there are tickets flagged in this report they are promptly reviewed and addressed.  If NYCHA utilizes this 
report appropriately, the number of follow-up calls to the OCC and escalations should significantly decline in 
future quarters.  
 

1. Initial Communication Not Made with Resident within 1 Day of the MRU Assignment Date; 
2. Inspection Not Completed within 7 Days of the MRU Assignment Date; 
3. Remediation Plan Not Created within 10 Days of the MRU Assignment Date; 
4. Next Scheduled Appointment Date has Passed; 
5. Ticket Not Updated within 7 Days and Next Appointment Date Pending; 
6. Remediation Plan Not Assigned to a Craft After Inspection is Completed; 
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7. High Priority Ticket Not Updated within 2 Days and Next Appointment Date Pending; 
8. OCC Escalated High Priority Ticket Open for Greater Than 90 Days and Next Appointment Date 
Pending; and 
9. OCC Escalated High Priority Ticket (Escalated At Least 2x) and Next Appointment Date Pending. 
 

As shown in Figure 15, the weekly average of resident-reported complaints flagged in the automated ticketing 
monitoring report ranged from a total (across all categories) of 1,096 (weekly low) to 1,804 (weekly high), 
with an average of 1,523 (weekly average).26 By the end of Q6, MRU demonstrated substantial progress 
through a 39% reduction of resident-reported complaints flagged in the automated ticketing monitoring report. 
 

Figure 15  
 

 
 
As shown in Figure 16, the weekly average per category ranged from 15 (in Category 1 - Initial 
Communication Not Made with Resident within 1 Day of the MRU Assignment Date) to 360 ( in Category 5 - 
Ticket Not Updated within 7 Days and Next Appointment Date Pending). It should be noted that each category 
may involve responsiveness required by MRU or other NYCHA departments, of which some situations involve 
complex situations regarding relocation, capital repairs, building repairs, or vendors.27 As discussed 
throughout this document, there are opportunities for NYCHA to continue to focus on improved resident 
communication and scheduling the next step in the repair process efficiently which will reduce the number of 
resident-reported complaints contained within this report.28  

 
26 The number of resident-reported complaints included in this report may be duplicative across various categories (particularly in 
Categories 8 and 9). The number of unique resident-reported complaints flagged in this report is not tracked because each 
element (or Category being flagged) needs to be independently reviewed and addressed.  
27 The OCC has informed NYCHA of opportunities to refine the automated ticketing monitoring system and report to exclude 
certain complex resident-reported complaints from these reports, which can be tracked and monitored through separate 
channels with extended timelines for responsiveness. NYCHA is considering these enhancements as it makes progress on 
reducing the number resident-reported complaints flagged in the report in the next quarter.  
28 For example, in Q6 there was an average of 80 new resident-reported complaints created each week, indicating that on 
average, 19% were not contacted within 1 business day after being assigned to MRU.  
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Figure 16  
 

 
 
Due to the creation of the automated ticketing monitoring system and report, the OCC plans to reduce its 
efforts to proactively escalate resident-reported complaints lacking updates from NYCHA or next scheduling 
date since these situations are included in the automated ticketing monitoring report. The OCC escalations 
will be focused on resident-reported follow-up complaints or lack of progress on high or urgent priority 
complaints that are not being addressed by NYCHA.  
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2. OCC Escalations to MRU 
 
In Q6, the OCC escalated 1,838 resident-reported complaints. As shown in Figure 17 and 18, this accounted 
for 62% of complaints serviced in the quarter requiring MRU’s assistance (increase from 49% in Q5). These 
complaints required immediate action by NYCHA and frequent updates on the progress made or information 
regarding why such progress was not attainable. This is an increase of 15%, compared to the prior quarter, 
despite a 12% reduction in the number of resident-reported complaints serviced in the quarter.  
 
In Q6, the OCC received negative feedback from residents regarding NYCHA’s progress on 200 resident-
reported complaints. The OCC escalated 781 resident -reported complaints due to a lack of responsiveness 
by the RCA.29  
 

Figure 17  
 

  
 

  

 
29 It is our understanding that the lack of responsiveness on certain resident-reported complaints is due to MRU staff turnover 
and should be resolved in Q7. Increased oversight for all escalated cases has been requested by the OCC.  
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Figure 18 
 

 
 

 
3. OCC Escalations Monitored by the Ombudsperson 

 
All resident-reported complaints that required escalation more than once were placed under monitoring 
through the Ombudsperson. In Q6, 403 (22%) of resident-reported complaints that required escalation more 
than once, resulting in the Ombudsperson monitoring. This is an increase of 34%, compared to the prior 
quarter, despite a 12% reduction in the number of resident-reported complaints serviced in the quarter. As 
shown in Figure 19, there was an increase in the number of resident complaints escalated in the quarter. If 
NYCHA can communicate more effectively and promptly conduct the necessary repair work, a significant 
proportion of the OCC follow-up communication and administrative burden can be prevented in future 
quarters. 

Figure 19 
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