






 

4 
 

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 fifth reporting period from November 1, 2020, through 
January 31, 2021 (“Quarter 5” or “Q5”).  
 
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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Continuing to raise awareness of the OCC to all residents using multiple communication channels, 
with frequent distribution, is required.  
 
There was a 38% decline in new resident-reported complaints to the OCC in Q5. This decline is attributable 
to several factors including seasonality (holiday period), a reduction of referrals from NYCHA’s Compliance 
department, and a lack of resident awareness. In Q5, NYCHA’s outreach to residents about the OCC was on 
social media awareness which included 14 posts. During Q5, 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).  As discussed further below, 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, it believed the social media channels 
utilized were appropriate for promoting the OCC. The OCC received feedback from several residents that 
they were unaware of the OCC until they saw information available on the news.  
 
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.  
 
Need for effective, empathetic resident communication is required.  
 
NYCHA needs to continue to evolve to a customer-centric culture through increased communication with 
residents regarding the results of inspections, remediation plans, and scheduling of work. It remains that 
nearly all resident-reported complaints to the OCC have involved a breakdown of communication between 
the resident and NYCHA. The OCC has identified a variety of different resident communication strategies 
and best practices (discussed herein) that NYCHA should consider in its efforts to work towards evolving to 
a more customer-centric culture and working to train its staff to better engage with residents. NYCHA’s 
Resident Community Associates (“RCA”) within it Mold Response Unit (“MRU”) who respond to OCC 
resident-reported complaints set an example of how these strategies and best practices can be implemented. 
For NYCHA to operate effectively and efficiently, there will need to be a continued culture change at NYCHA 
to effectively communicate with residents (and internally) the accountability and commitment needed to 
ensure that the proper repair work is completed. If this can be achieved, there will be a considerable reduction 
of resident-reported complaints to the OCC.  
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II. Resident-Reported Complaints to the OCC 
 

A. Resident-Reported Complaint Metrics6 
 
Since the OCC launched in November 2019, 5,148 resident-reported complaints have been received by the 
OCC. Figure 1 shows the distribution of resident complaints reported to the OCC, as of the end of the quarter.7 
As of the end of the quarter, 52% have been resolved (including resolved and fully resolved), 19% have had 
most work resolved, 14% have work in progress, 11% are in the process of follow-up, and 4% are awaiting 
contact or scheduling. 
 

Figure 1 
 

 

  

 
6 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. 
7 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 (12 
resident-reported complaints) 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.     
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1. Resident-Reported Complaints Serviced  
 
In Q5, there were 4,102 resident complaints worked on or “serviced” in the quarter, which were either open 
at the end of the prior quarter (2,777) or opened within the quarter (1,325). This is the number of complaints 
with which the OCC assisted during the quarter.   
 
Of the 4,102 resident complaints serviced in the quarter, 1,014 were resolved in the quarter and 2,563 
remained open (or unresolved) at the end of the quarter.  
 
As demonstrated in Figure 2 (below) there was a 9% increase in the number of resident mold and leak 
complaints reported to the OCC that were serviced in this quarter.  
 

Figure 2 
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3. Resident-Reported Complaints Created by Awareness Channel  
 
In Q5, NYCHA’s OCC outreach activities remained consistent with prior quarter. Figure 4 shows the 
concentration of reported complaints sourced from representatives that are aware of the OCC including 
NYCHA’s Customer Contact Center (“CCC”) and Referrals (such as from tenant organizers), the HUD 
Monitor, 3-1-1, NYCHA’s Compliance department, and other residents which accounted for 72% of 
complaints created in Q5. The other forms of targeted outreach including social media posts, flyering, 
canvassing robo-calls, email communication, mailers, etc., collectively accounted for the remaining 28% in 
Q5. Despite NYCHA’s efforts to conduct weekly or bi-weekly social media posts (14 in total), less than 1% of 
residents reported that they were aware of the OCC because of these efforts.  
 
Other forms of targeted outreach that were effective in Q1-Q3 such as email notification, rent mailers, robo-
calls, door-to-door canvasing, flyering, or targeted phone outreach were not conducted by NYCHA in Q5. As 
NYCHA’s communications staff is also responsible for other initiatives, messaging and resident 
communication effort, OCC-specific outreach must be balanced with these other NYCHA initiatives. The 
distribution of resident-reported complaints by awareness channel is an indication that further outreach using 
additional channels would increase resident awareness of the OCC. NYCHA remains open to considering 
additional measures to continue to promote awareness of the OCC, balanced by the many other resident 
communications NYCHA plans. 
 

Figure 4 
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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 
will monitor progress.  
 
In Q5, the OCC had 6,332 calls with residents, an average of 115 calls per business day. Figure 5 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 residents’ satisfaction 
(accounting for 42% of calls) versus follow-up calls with residents (accounting for 58% of calls).10  
 

Figure 5 
 

 
 

 
 
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.  
 
  

 
10 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.  
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