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A Message from the Directors

In the past six years, the Bloomberg Administration has established itself as driven to get
things done and willing to take bold steps to achieve its goals. In the past two years, the
Mayor’s Office of Operations has undergone a transformation that enabled it to become a
driving force to support that doctrine.

The Mayor’s Office of Operations serves many roles and functions. This Annual Report is
focused on the Agency Services group and its efforts to support the Mayor’s vision to improve
the way people live, work and play in the City.

The City delivers services to the public through dozens of different agencies in hundreds of
different departments by thousands of City employees. Agency Services’ goal is to identify
where improvements are most vital and take quick but effective action to promote change.
We do this by focusing on the principles of accessibility, transparency and accountability and have
brought marked change to many areas of City government by playing a key role in translating
these core principles into action.

This report describes how the Agency Services group operates and illustrates many of the
initiatives that have been implemented or are underway. Agency Services seeks to “make
every day count” and will continue to drive innovation and to institutionalize the positive
change already effected in how the City operates.

Jeffrey A Kay Carole Post
Director
ayor’s Office of Operations Agency Services



About Agency Services

The Mayor’s Office of Operations was established by the City Charter to plan, coordinate and
oversee the management of city governmental operations; to review and report on the City's
management organization; to maintain a management, planning and reporting system; and
make recommendations, where appropriate, for improving productivity and reducing
operating expenses.

In March 2006, the Office underwent significant changes. From the mission and purpose, to
the staffing and organizational structure, the Office underwent a top-to-bottom
reorganization.

A major part of the reorganization was the development of the Agency Services Group.
Agency Services was introduced to provide a single entity charged with holding agencies
accountable to improve the way they deliver City services. Agency Services works to advance
the core Mayoral principles of accessibility, transparency and accountability.

The Agency Services group provides assistance in a variety of ways.

First, it provides commissioners, managers and the public with enhanced real-time
performance data in the form of the Mayor’s Management Report and new performance
reports to improve service quality and delivery.

Second, it helps coordinate citywide initiatives and manage and coordinate complex, multi-
agency projects.

Finally, it provides resources to help agencies redesign their service delivery methods, analyze
and provide solutions to interdisciplinary problems, and coordinate performance audits.

These tasks are carried out through the efforts of three separate but inter-related teams.

The Performance Management Group coordinates the citywide reporting and analysis
of information that City agencies use to evaluate success or failure in fulfilling their missions.
In addition, it oversees the Scorecard Team which is responsible to regularly assess and rate
the cleanliness of the City’s streets.

The Project Management Group provides project management expertise to key agency
and interagency initiatives deemed vital to the Mayor’s vision for New York City.

Audit Services facilitates the management and completion of Mayoral agency and covered
organization audits primarily conducted by City, State, Federal and the City’s independent
auditors.



Annual Report Overview

Background

The core mission of the Agency Services group is to improve the way City agencies deliver
services to the public. In simpler terms, this means improving customer service in New York
City government.

Agency Services works to improve customer service by focusing on the principles of
accessibility, transparency and accountability. These concepts incorporate key tenets of good
government such as using resources efficiently; being accountable for results; demonstrating
improved performance; and enhancing services to the public.

The Agency Services portfolio encompasses a wide array of diverse projects. Many are
complex, citywide initiatives that will transform the way the City operates. Others are smaller
in scale and scope and are behind-the-scenes of a particular agency. But all are driven by the
notion of supporting the fundamental principles of accessibility, transparency and accountability.

Approach

The projects and efforts we tackle are diverse, but our approach to tackling them is not. In
each case, a project team is assembled and identifies the goal to be accomplished. Before any
work is started, a plan for how the project will be handled is developed and a project timeline
is established. Thereafter, we execute the plan while seeking input and participation from
many varied stakeholders inside and outside the City. When necessary, we adapt and adjust
the project scope and schedule as necessary, but always seek to drive an initiative toward its
goal and ultimately toward completion.

Most of our initiatives seek to capitalize on existing successful efforts and apply them on a
universal, citywide basis. Additionally, we often seek advise and expertise from other cities
and government entities who have successfully tackled a similar challenge. Our strategic
vantage point allows us to support and coordinate complex agency projects, leverage
resources, and drive innovation that supports City services across all levels, disciplines and
geographies.

Finally, it is important to emphasize that Agency Services is only successful because of the
support and participation of the partners that join us on each and every initiative. Each
project team is a collaboration with other City agencies and Mayoral departments.



Annual Report Overview

How Agency Services Can Help

Many initiatives start on a small scale, often at a single agency with a critical—but not unique—
challenge. As we encounter these challenges, we seek to develop strategies to address them,
but also consider the long-term and citywide implications of the proposed solutions. We
leverage existing technology and resources where possible and save time and money by
connecting an agency that has an issue to an agency that already successfully solved that
issue—or something very similar.

We seek to capitalize on the successful practices of City agencies as well as efforts by other
jurisdictions across the country to maximize each agency’s ability to achieve its goals. Some of
the specific areas that we offer expertise in include:

Project Management

Agency Services has helped many agencies undertake significant efforts that often involve
numerous initiatives running simultaneously, including operational strategies, technology
enhancements and organizational redesign. When this occurs, we work closely with the
agency to develop the leadership and structure necessary to track these projects centrally
using standard, consolidated reports, regular manager-level meetings, and formal executive-
level briefings. Structured project management helps agency leadership maintain momentum,
hold project managers accountable, address issues, and drive decision making.

Operational Assessment and Analytical Review

Agency Services has partnered with agencies to provide comprehensive operational
assessments. By providing hands-on resources, we develop a strategic approach that involves
detailed and collaborative project planning, benchmarking and identifying best practices,
extensive stakeholder interviews, site visits and process flow mappings. The end result is a
comprehensive set of findings and recommendations, including a strategic approach for
implementing the recommendations. Throughout this process, we regularly involve agency
leadership and staff to ensure that assumptions and findings are accurate and that the
approach is consistent with expectations. The ultimate outcome is a collective effort that
ensures that those most impacted by the assessment will be actively engaged in its
development and execution.

Interagency Partnering

Agency Services has successfully helped bridge partnerships between agencies to bring joint
resolution to a critical issue. A key example is the recent effort between the Department of
Environmental Protection (DEP) and the Department of Finance (DOF) who successfully
partnered to establish the printing of water bill delinquency language on the DOF’s quarterly
Statements of Account. This effort resulted in the collection of approximately $15 million in
outstanding debt and established a regular data feed from the DOF for the purpose of
comparing and cleansing DEP billing addresses to reduce the number of undeliverable water
bills.



Annual Report Overview

What’s Next

Agency Services’ approach to projects we have undertaken will soon be expanded into a new
effort. In 2008, Agency Services will launch the Customer Service Division. This new group
will be dedicated to frontline service issues. It will work toward developing and implementing
a set of citywide customer service policies and standards to improve the New York City
customer experience.

The Customer Service Division will work closely with the City’s 311 Center and other public-
facing areas of the City to improve the quality of the customer experience. Additionally, the
group will benefit from the advice and guidance of experts in the field through the “Customer
Service Advisory Council” — a group composed of private-sector individuals who represent
local and national businesses and industries that are recognized for their customer service
standards and ideals.

This new group will continue to solidify Agency Services’ support for improving the way New
Yorkers interact with the City.

The Catalog of Key Projects

The following pages provide a catalog of projects that have been implemented or are
underway. As a whole, it documents the vast accomplishments and multiple roles of the
Agency Services group. Individually each project represents the efforts of a collective team of
participants from across the City.

This catalog is not an exhaustive list. It is intended to highlight the broad array of projects that
Agency Services was involved in during the latter part of 2006 and throughout 2007. As such,

it will also serve to identify several complex, citywide initiatives that will carry us through
2008.
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Flood Mitigation Task Force

Description

The goal of the Taskforce is to develop a comprehensive, citywide plan to improve flood
preparation, to improve responses to flooding events, and to implement flood protection
strategies in areas affected by the increase in the number of significant storms. In response to
an increase in the frequency of significant flood events throughout the City, Operations
established the Flood Mitigation Taskforce.

Collaborating closely with each member agency, Operations is leading the development of
three flood mitigation plans: |) Emergency Flood Response Plan; 2) Flood Mitigation Outreach
and Education Plan; and 3) Flooding “Hotspot” Mitigation Plan.

Partners

e Dept of Environmental Protection (DEP) e« Mayor’s Community Assistance Unit

e Dept of Buildings (DOB) (CAL)

e Dept of Design and Construction (DDC) e Mayor’s Office of Emergency Management
e Dept of Parks and Recreation (DPR) (OEM)

e Dept of Transportation (DOT) o Mayor’s Office of Long-Term Planning and

Sustainability (LTPS)
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Flood Mitigation Task Force (cont.)

Role of Agency Services

Agency Services led the effort to bring the partner agencies together in October 2007. Since
then, it has been a collaborative effort to achieve deliverables running along separate but
parallel paths. Agency Services has:

(1) Assisted OEM in drafting the Emergency Flood Response Plan, which is designed to quickly
allocate resources from multiple agencies in response to major storm events that are
predicted or in progress, as well as to provide central coordination for the ensuing activities.

(2) Led the development of the Flood Mitigation Outreach and Education Plan, which is
designed to document how residents can protect themselves from flood events, how they
should respond to a flood event that is in progress, and steps they should take to best recover
from a flood event. This information will now be used by OEM to develop Ready New York
brochures and supporting websites.

(3) Led the identification and mapping of Phase | pilot hotspot areas in Queens and Phase I

hotspot areas in all remaining boroughs. Currently working closely with DOB, DDC, DPR, and
DOT to develop mitigation plans.

Outcome

At publication, the task force was completing the emergency Flood Response Plan, scheduled
for delivery in February 2008, the Outreach and Education Plan and the Hot Spot plan, both of
which are targeted for completion in March 2008. Thereafter, Agency Services will continue
to work with the partner agencies to execute and implement certain aspects of the plans as
appropriate.
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Housing Types Work Group

Description

In response to the deepening need for affordable housing in New York City, the Housing
Types Work Group is examining approaches to create new housing types.

Partners

e Housing Preservation and Development (HPD)
e Dept of Buildings (DOB)
e Fire Department of New York (FDNY)

Role of Agency Services

Agency Services worked with stakeholders to develop and formalize the Work Group
concept.

Outcome

The Work Group continues conceptualization of its proposal. The major deliverable of this
Work Group will be a proposal and recommendations for possible new housing types.
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Scaffold Safety Taskforce

Description

The Scaffold Safety Taskforce was created to deliver recommendations to the Mayor for
improving worker safety on suspended scaffolds throughout the City.

Partners

e Dept of Buildings (DOB)
e Mayor’s Office of Immigrant Affairs (MOIA)
e Federal Occupational Safety and Health Agency (OSHA)

Role of Agency Services

Agency services worked with the agencies involved, other City Hall officials and a working
group composed of city, state and federal agencies, the real estate and construction industries,
elected officials and immigrant advocates. Agency services worked to coordinate meetings, vet
final recommendations and orchestrate press outreach and interagency issues.

Outcome

After 6 weeks, the taskforce formulated |16 recommendations to Mayor Bloomberg, many of
which have been implemented by DOB and other agencies including: increasing penalties for
non-compliance to safety rules, creating a scaffold safety unit within DOB, staggering fagcade
maintenance enforcement deadlines, and improving training access, participation and
completion.

Statistics Showing the Need for the Taskforce
2004 - 2006 Suspended Scaffold Accident Outcome Comparison
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Accidents 8 2004
m 2005
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Fatalities Injuries Neither Total

Accident Outcome
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Sidewalk Shed Sign Enforcement

Description

The goal of the Sidewalk Shed project was to create a strategy to enforce against illegal
advertising on sidewalk sheds.

Partners

e Dept of Buildings (DOB)
e Law Dept

Role of Agency Services

Agency services was the project manager for this project, responsible for developing an
enforcement program and setting the ground-work for its implementation at DOB.

Outcome

Where high fines and penalties had not worked in the past, a 10-step “crackdown” on
advertisers (including warning letters to the companies being advertised and a contract in
place to physically cover the ads), as well as a dialogue with the outdoor advertising companies
finally proved successful. As of January |, 2007, almost every previously-identified
advertisement on sidewalk sheds in Manhattan had been removed.

City Takes Aim at lllegal Ads on Stdewa[k Sheds

By DAVID W.DUNLAP

Since $2,500 fines against building own-
ers have done little in the past to stop the
proliferation of illegal advertising on side-
walk construction sheds in Manhattan, the

_ Bloomberg administration is getting ready
this month to battle the signs themselves.

“We'll cover them up,” said Patricia J.
Lancaster, commissioner of the Buildings
Department.

» The city already has a contractor, Van
Wagner Communications, that will place
solid-colored vinyl sheets over offending
ads if they are not removed by the owners
after a 10-day warning period.

Word of the impending crackdown has
circulated for months, with Ms. Lancaster

» reminding building owners in a letter Jast
year that “advertising signs on sidewalk
sheds are always illegal.”” As a result, the
effort is aiready showing results.

Where Buildings Department ingpectors
found 62 illegal signs in October, only 3 re-
mained as of yesterday, the agency said.

v (Soif you had b sense that many of those ) Richard Perry/The New York Times
long plywood construction shed parapets  Building owners violating rules against ads like this, at 46th Street and Broadway,
have recently regained their blank appear- )] have 10 days to remove them. After that, an official says, “We'll cover them up.”

anmo aftar carming as hillhnards it was not
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Street Condition Observation Unit (SCOUT)

Description

Launched in full operation on October |, 2007, SCOUT is designed to improve the quality of
life in New York City neighborhoods as well as further improve the responsiveness of City
agencies to quality of life conditions.

Partners

e Dept of Information Technology, e Dept of Buildings (DOB)
Telecommunications/31 1 (DolTT) e Dept of Sanitation (DSNY)

e Dept of Transportation (DOT) e Dept of Environmental Protection (DEP)

e Dept of Housing Preservation and e New York Police Dept (NYPD)
Development (HPD) e Dept of Citywide Administrative Services

(DCAS)

Role of Agency Services

Agency Services created, launched, implemented and continues to run the SCOUT program.
This effort involved extensive coordination with the participating agencies to enlist inspectors,
equipment and vehicles. Continuous data analysis and reporting is underway. This project
would not be possible without the support of the participating agencies.

Outcome

SCOUT inspectors drive every city street
every month and report conditions that
negatively impact quality of life to 311.
Reporting is done through hand-held devices.
The information is then sent to 311 where it
is routed to the relevant agency for
appropriate corrective action.

Conditions reported by SCOUT include illegal

dumping on sidewalks, potholes on streets,

graffiti on buildings, open fire hydrants and

damaged Parks property. In its first three A -
months of operation, SCOUT has sent more | .

than 14,500 conditions to city agencies.
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Taxi Logo Redesign

Description

The exterior markings of the New York City taxi cab had not been significantly updated in
decades. This effort was intended to upgrade the appearance and uniformity of the markings as
well as to improve the positioning of the fare information and medallion number. In addition,
it was one of the first opportunities to unveil the City’s new branding design and incorporate
it into a highly visible aspect of City operations.

Partners

e Taxi and Limousine Commission (TLC)
e NYC & Co.
e Smart Design

Role of Agency Services

Agency Services helped coordinate the design effort, the adoption of rules governing
installation and enforcement, outreach and communication to industry stakeholders and
production and distribution of the marking stickers.

Outcome

By year’s end, all 13,000 of the City’s yellow cabs (with the exception of vehicles being retired
due to aging requirements) had been converted to the new markings.
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Taxi and Limousine Commission
Licensing Facility Operational Assessment

Description

Each year during the month of March, the Taxi and Limousine Commission (TLC) experiences
a spike in For-Hire Vehicle (FHV) licensing activity - an 80% increase compared to other
months. This trend is commonly referred to as ‘March Madness’ due to the increased activity
for new, renewal, and transferred licenses. The surge in customer activity typically results in
longer processing times to obtain a license, difficulty and frustration in scheduling
appointments and longer wait times at the licensing center.

Partners

e Taxi and Limousine Commission (TLC)

Role of Agency Services

In conjunction with the TLC, Agency Services conducted an operational assessment to |)
determine the cause of increased activity, 2) identify and help implement process
improvements to manage the increased activity while improving customer service during peak
periods; and 3) enable TLC to deliver licenses timely and efficiently during high volume
periods.

Outcome

The TLC reported a number of
improvements following implementation of
key recommendations, including:

I) Reduction in March overtime by 63% -
from 787 overtime hours in 2006 to
291 overtime hours in 2007

2) New office signage provided clear and
concise instructions to customers

3) Revised forms and documents resulted
in fewer customer questions and
reduced follow-up

4) The predetermined number of
scheduled appointments per day
substantially increased, enabling staff to
handle more appointments with less
wait time

5) A new daily tracking tool allowed TLC
to more effectively manage day-to-day
operations during peak periods.
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Taxi of Tomorrow

Description

The goal of the “Taxi of Tomorrow” project is to design and procure the next iconic taxicab
for New York City. One that meets the requirements of New York’s diverse stakeholders —
small on the outside, big on the inside; comfortable for the driver and for the passenger; clean;
accessible; appropriately priced; and iconic. This will allow the City to take an active role in
identifying the taxi cab that most effectively represents the City’s needs.

Partners

e Taxi and Limousine Commission (TLC)
e Economic Development Corporation (EDC)
e NYC&CO.

Role of Agency Services

Agency Services helped TLC to procure professional services to develop detailed
specifications for a new taxicab design.

Agency Services is helping to lead and coordinate this effort, particularly by seeking the

feedback and input from stakeholders from around the City including taxi owners, drivers, and
passenger groups.

Outcome

At publication, a professional has been retained to develop the technical specifications, and an
Advisory Committee — consisting of drivers’ groups representatives, owners’ representatives,
design proponents and advocate groups — has been convened to assist in the process.
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Wheelchair Accessible Taxi Dispatch Service

Description

The Wheelchair Accessible Taxi Dispatch Service project was designed to match the unknown
demand for wheelchair accessible taxi service with the limited supply of accessible taxis.

Partners

e Taxi and Limousine Commission (TLC)

e Mayor’s Office of People with Disabilities (MOPD)

e Dept of Information Technology and Telecommunications/311 (DOITT)
e Mayor’s Office of Contract Services (MOCS)

Role of Agency Services

Agency Services worked with the TLC to create a program, develop a project plan, find a
contracting vehicle, reach-out to internal and external stakeholders, and help with program
implementation.

Outcome

The TLC voted to pass the rules to implement the program in November 2007. The contract
with the dispatcher has been forwarded to the Comptroller for approval, and the program is
expected to launch in March 2008.

Service Delivery
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253 Broadway, 10th Floor
New York, NY 10007
Tel: (212) 788-1400
www.nyc.gov/operations



