
Scope of Agency Operations
The Human Resources Administration (HRA)
assists individuals and families in achieving
and sustaining their maximum degree of self-
sufficiency. HRA provides cash assistance and
employment services at 24 Job Centers and the
Riverview Annex, of which 13 are Model
Offices designed to streamline workflow and
enhance access to services. Food stamps are
provided at 18 offices (12 are Model Offices
and two are for all SSI and congregate care
cases). HRA offers public health insurance at
18 Medicaid Community Model Offices;
support services to individuals with AIDS and
HIV-related illnesses are provided through 12
centers (9 are Model Offices); and protective
services to adults through 5 HRA borough
offices and 3 contracted programs. HRA
determines the personal care eligibility of
disabled or frail Medicaid recipients through 9
Community Alternative Systems Agency
offices and 64 personal care provider agencies.
Services to victims of domestic violence are
offered through 50 State-licensed residential
programs, 15 nonresidential programs, and
various HRA programs. HRA assists New
York City families in obtaining child support
orders and collecting child support payments at
4 borough and 5 Family Court offices.

Key Public Service Areas
�� Provide services that will ensure the

self-sufficiency of lower-income New
Yorkers, especially current or potential
cash assistance participants, by
engaging them in activities that lead to
employment, enhancing their skills and
education, maintaining and/or
advancing their employment, and
helping them to secure child support
payments.

�� Provide cash assistance, food stamps
and/or public health insurance to
eligible individuals and families, and
help expand access to public and
private health insurance.

�� Provide necessary and appropriate
support services to eligible vulnerable,
frail and/or disabled residents.

�� Manage HRA’s resources efficiently to
ensure the Agency’s capacity to serve
its clients.
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Critical Objectives
• Assist cash assistance participants to enhance their employability, find

jobs, retain their employment, and move to self-sufficiency.
• Assist custodial parents in obtaining child support orders from the court;

ensure that they receive their payments in a timely manner; and assist low-
income, non-custodial fathers to pay child support obligations, while
providing them with employment and parenting services.

• Provide cash assistance, food stamps and/or public health insurance to
eligible individuals and families and help expand access to public and
private health insurance.

• Provide short-term crisis intervention services to resolve immediate risk,
and provide ongoing services for eligible vulnerable, frail and disabled
clients to ensure their safety and independence.

Performance Report
�� Provide services that will ensure the self-sufficiency of lower-income New

Yorkers, especially current or potential cash assistance participants, by
engaging them in activities that lead to employment, enhancing their skills
and education, maintaining and/or advancing their employment, and helping
them to secure child support payments.

• The percentage of cash assistance applicants and recipients placed into
jobs during the first six months of calendar year 2009, compared to the job
placement goal for that period, was 95.4 percent. HRA adjusts its annual
job placement goal each January based on the projected cash assistance
caseload. The 2009 calendar goal is the same as for 2008: 75,000 jobs. For
Fiscal 2009, HRA achieved 78,689 job placements, 3,689 more than its
annual goal.  Moreover, the percentage of cash assistance cases that
retained employment for 180 days remained well above target at nearly 80
percent.

• The City’s family work participation rate averaged 31.2 percent for the
first six months of the federal fiscal year ending in September 2009. The
federal government has set an overall annual goal of 50 percent
participation. It is anticipated, however, that because of its family caseload
reduction, the State and the City will receive percentage point credits
toward meeting this goal. While these adjustments will not be finalized
until after the 2009 federal fiscal year has concluded, HRA anticipates that
with the credits and its continued
efforts to enhance participation that the
City will achieve the required 50
percent federal goal.  

• For the State fiscal year ending in
March 2009, the City achieved the
State required 50 percent Safety Net
work participation rate, and this
performance continues into the
current State fiscal year, ending in
March 2010.
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• The amount of Child Support collected exceeded $671 million in fiscal 2009, $47.1 million more
than the target set for the fiscal year, and $29.7 million, or 4.6 percent, more than the amount
collected in Fiscal 2008.

�� Provide cash assistance, food stamps and/or public health insurance to eligible individuals and families,
and help expand access to private and public health insurance.

• The number of persons receiving cash assistance increased 1.4
percentage points as of June 2009, compared to June 2008.    

• The number of persons receiving food stamps in June 2009
increased by 21 percent, compared to June 2008, due in large part
to the number of food stamp recipients with no cash assistance
increasing by 41.6 percent

. • The total number of public health insurance enrollees increased by
5.5 percent as of June 2009, compared to June 2008, due in large
part to a 7.1 percent increase in Medicaid-only enrollees.
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A   c   t   u   a   l T   a   r   g   e   t
Updated

Performance Statistics FY05 FY06 FY07 FY08 FY09 FY09 FY10

Cash assistance applicants and recipients placed into jobs (000) 88.7 80.5 74.9 80.2 78.7 * *
�Percent of cash assistance applicants and recipients placed into jobs as
compared to monthly goal (Calendar year-to-date) (%) 93.0% 88.5% 87.5% 100.4% 95.4% * *
Cash assistance cases with an adult head of household who is temporarily
or permanently unable to engage in any work or work-related activity (%) NA 50.1% 52.1% 54.3% 57.0% * *
Safety Net Assistance (SNA) cases participating in work or work-related
activities as calculated in accordance with State guidelines (State fiscal year-
to-date average) (%) NA NA 66.0% 63.9% 62.0% 50% 50%
�Cash assistance family cases participating in work or work-related
activities per federal guidelines (official federal fiscal year-to-date average)
(%) NA NA 39.8% 36.9% 31.2% 50% 50%
Cash assistance cases engaged in any training or education, which may
include other activities, in accordance with New York City guidelines (%) 51.0% 52.8% 57.2% 57.0% 56.1% * *
Safety Net Assistance (SNA) single cases engaged in any training or
education, which may include other activities, in accordance with New York
City guidelines (%) 58.4% 63.1% 67.0% 67.4% 66.8% * *
Cash assistance cases that retained employment income 180 days after
being placed in a job (Calendar year-to-date average) (%) NA 80.6% 80.5% 80.6% 80.3% 75% 75%
�Cash assistance cases that remained closed for 180 days due to
employment (Calendar year-to-date average) (%) NA 80.5% 80.8% 80.3% 79.8% 75% 75%
Child support collected ($ million) $546.5 $588.3 $601.9 $641.6 $671.3 $624.2 $684.7
�Current obligations collected (%) 66.9% 66.9% 69.3% 70.2% 70.4% 67% 67%
�Child support cases with orders of support (%) 71.7% 71.9% 72.0% 72.4% 76.2% 73% 73%

�Critical Indicator     �311 related     “NA” - means Not Available in this report

A   c   t   u   a   l T   a   r   g   e   t
Updated

Performance Statistics FY05 FY06 FY07 FY08 FY09 FY09 FY10
�Persons receiving cash assistance (000) 416.2 393.8 360.7 341.3 346.1 * *
��Cash assistance application timeliness rate (%) NA 80.9% 86.6% 90.7% 88.9% * *
�Cash assistance fair hearing win rate (%) 86.2% 87.2% 86.0% 86.6% 87.2% * *
Average annual administrative cost per cash assistance case ($) $429.98 $413.86 $434.27 $461.83 $482.41 * *
�Persons receiving food stamps (000) 1,086.2 1,095.2 1,095.0 1,241.6 1,502.4 * *
- Non-Cash assistance persons receiving food stamps (000) 435.9 474.2 521.5 607.4 860.1 * *
- SSI persons receiving food stamps (000) 193.5 189.1 180.2 231.9 243.3 * *

�Critical Indicator     �311 related     “NA” - means Not Available in this report
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�� Provide necessary and appropriate support services to eligible vulnerable, frail and/or disabled residents.
• The number of adult protective services assessment cases as of the end of Fiscal 2009 was 3,236, an

8 percent increase compared to Fiscal 2008. 
• The number of individuals receiving HASA/AIDS services increased slightly during Fiscal 2009.

Processing times for HASA housing-related enhanced housing
benefits applications and their issuance to eligible clients
increased by 9 percent and 7 percent, respectively.  Longer
processing times are related to implementation challenges with an
electronic benefits application system that are now resolved.

• The time to initiate personal care services, on average, increased
by more than a day during Fiscal 2009. The increase in
processing time is related to application processing errors at
several processing centers that have since been identified and
resolved.

• The percent of families entering HRA’s domestic violence shelters
found eligible for services at Prevention Assistance and
Temporary Housing (PATH) increased by 35.2 percentage points
in Fiscal 2009. This was due to improved efforts by staff to place eligible clients in domestic violence
shelters, using a computerized domestic violence shelter referral and placement system.
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A   c   t   u   a   l T   a   r   g   e   t
Updated

Performance Statistics FY05 FY06 FY07 FY08 FY09 FY09 FY10
�Food stamp estimated payment error rate (%) 7.11% 4.49% 5.18% 5.39% NA * *
�Public Health Insurance enrollees (000) 2,591.3 2,583.5 2,560.0 2,563.8 2,704.9 * *
- Public Health Insurance Medicaid-only enrollees (000) 1,770.0 1,787.9 1,795.6 1,820.4 1,949.2 * *
��Client responses to Public Health Insurance mailed renewal notices
(%) NA NA 68.3% 68.6% 74.6% * *
��Clients found eligible for Public Health Insurance who responded to a
mailed renewal notice (%) NA NA 90.9% 91.6% 95.4% * *
�Public Health Insurance fair hearing win rate (%) 76.0% 83.8% 83.4% 82.3% 81.7% * *

�Critical Indicator     �311 related     “NA” - means Not Available in this report

A   c   t   u   a   l T   a   r   g   e   t
Updated

Performance Statistics FY05 FY06 FY07 FY08 FY09 FY09 FY10

Cases receiving home care services NA NA NA 82,540 82,464 * *
�Average days to initiate home attendant and housekeeper services for all
cases 17.6 15.6 15.1 14.3 15.7 22 22
�Serious personal care complaints resolved in 24 hours (%) 100.0% 100.0% 100.0% 100.0% 100.0% * *
Adult Protective Services (APS) Assessment Cases NA NA NA 2,994 3,236 * *
Adult Protective Services (APS) Cases Eligible for Services NA NA NA 5,989 6,171 * *
�Individuals referred to an Adult Protective Services (APS) field office
visited within three working days (%) 87.4% 91.2% 85.1% 95.7% 98.4% 85% 85%
Adult Protective Services (APS) Assessment Cases accepted or denied for
undercare within State-mandated 60 days (%) NA NA 88.0% 90.0% 96.4% * *
Individuals receiving HIV/AIDS services 31,644 31,007 31,040 30,915 31,289 * *
�Average number of days from submission of a completed application to
approval or denial of enhanced housing benefits to keep HASA clients in
stable housing 8.5 8.9 8.9 8.2 8.9 * *
�Average number of days to issue approved housing-related enhanced
housing benefits once the application has been approved 18.5 18.9 18.1 17.0 18.2 * *
HASA clients receiving ongoing enhanced housing benefits (%) 70.7% 79.7% 79.5% 83.0% 81.1% * *
Individuals and families at imminent risk diverted from becoming homeless
(%) 99.1% 99.2% 99.4% 99.5% 92.2% 95% 95%
Total WeCARE cases NA 25,948 25,312 24,366 24,999 * *

�Critical Indicator     �311 related     “NA” - means Not Available in this report
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�� Manage HRA’s resources efficiently to ensure the Agency’s capacity to serve its clients.
• HRA filed 100 percent of its claims within 60 days of the close of the expenditure month during

Fiscal 2009, which was 11 percentage points better than in Fiscal 2008.
• Efforts to prevent Medicaid fraud, waste and abuse resulted in a 118 percent increase in recoveries

and cost avoidance in Fiscal 2009, compared to Fiscal 2008. This increase was largely due to
improved efforts to identify clients who participate in Medicaid in more than one state at the same
time. The number of Medicaid provider audits being conducted by HRA grew from 40 to 76.
Although Fiscal 2008 data represents only the fourth quarter, period-to-period comparison shows
similar gains - with 45 audits being conducted by HRA during the fourth quarter of Fiscal 2009.
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Inquiries Received by the 311 Customer Service Center

The 311 Customer Service Center received 458,558 HRA-related inquiries in Fiscal 2009.
Agency performance measures related to the top inquiries in the table below are noted with a

“311-related” icon - a small telephone symbol - in the
Performance Statistics tables in this chapter.
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Top 5 HRA - related inquiries: Total
% of HRA
Inquiries

Food Stamp Assistance 74,446 16.2%

Public Assistance or Welfare Information 53,808 11.7%

Find an HRA Food Stamp Center 49,357 10.8%

Medicaid - Existing Applicant or Enrollee 26,449 5.8%

Find a Food Pantry or Soup Kitchen 24,224 5.3%

A   c   t   u   a   l T   a   r   g   e   t
Updated

Performance Statistics FY05 FY06 FY07 FY08 FY09 FY09 FY10
�HRA human services contracts submitted to the Comptroller on time (%) NA NA 94.0% 97.0% 97.0% * *
�Billed Revenue as a percentage of budgeted revenue (%) NA NA 82.25% 83.82% 78.50% * *
�Percentage of claims filed within 60 days of the close of the expenditure
month (%) NA 89.0% 90.0% 89.0% 100.0% * *
HRA Medicaid provider audits being conducted NA NA NA 40 76 * *
Potential amount identified for recovery as a result of HRA Medicaid provider
audits ($000) NA NA NA $1,786.5 $16,477.6 * *
�Medicaid recoveries and cost avoidance for fraud, waste & abuse 
($ millions) NA NA $73.2 $82.8 $180.8 * *

�Critical Indicator     �311 related     “NA” - means Not Available in this report

A   c   t   u   a   l T   a   r   g   e   t
Updated

Performance Statistics FY05 FY06 FY07 FY08 FY09 FY09 FY10

Number of WeCARE federal disability awards 21 959 3,150 4,927 6,419 * *
Domestic Violence non-residential services programs active caseload 2,430 2,879 2,957 3,209 3,271 * *
Number of Domestic Violence emergency beds (capacity) 1,995 2,081 2,081 2,144 2,144 * *
�Families seeking shelter at Prevention Assistance and Temporary Housing
(PATH) who entered HRA's domestic violence shelters (%) NA NA 17.6% 27.0% 62.2% * *

�Critical Indicator     �311 related     “NA” - means Not Available in this report



Agency Resources

Noteworthy Changes, Additions or Deletions
• HRA used a revised calculation to determine ‘Number of WeCARE federal disability awards’ as of

January 2009 by counting only one award per person: either the award granted for the initial appeal
or the award granted in a subsequent appeal if the initial application was denied.  Prior to January
2009, all appeal awards were included in this indicator, even if the appeal award was only a
modification of the initial award. The name of the indicator ‘Serious home care complaints resolved
in 24 hours (%)’ has been revised to ‘Serious personal care complaints resolved in 24 hours (%)’ for
clarification.

• HRA used a revised calculation to determine ‘Individuals and families at imminent risk diverted from
becoming homeless (%)’ as of January 2009 by cross-referencing the positive diversion outcomes at
the Agency’s Job Centers with data showing whether an HRA diverted family subsequently came to
the Prevention Assistance and Temporary Housing (PATH) at the Department of Homeless Services
during the fiscal year. If a family was previously diverted by HRA, but subsequently became
homeless and was not diverted from homlessness at PATH, the diversion by HRA was not counted as
a positive outcome.  Prior to January 2009, there was no such cross-referencing with PATH. 

• HRA has renamed the indicator ‘HRA Medicaid provider audits approved by the State’ with ‘HRA
Medicaid provider audits being conducted’ to more accurately describe HRA’s ongoing efforts to
prevent Medicaid fraud, waste and abuse.
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Agency Resources
A c t u a l

FY091

Preliminary
FY101

Updated
FY102FY05 FY06 FY07 FY08 FY09

Expenditures ($ millions)
3 $7,204.1 $6,935.9 $7,425.2 $8,681.9 $8,282.5 $8,694.6 $7,722.2 $7,887.6

Revenues ($ millions) $46.2 $51.0 $42.5 $29.5 $22.5 $35.8 $35.9 $35.9

Personnel 14,383 14,266 14,006 14,202 14,114 15,159 14,717 14,586

Overtime paid ($000) $23,599 $25,633 $28,852 $31,668 $26,802 * * *

Capital commitments ($ millions) $11.9 $4.9 $28.4 $11.6 $11.8 $53.0 $12.7 $79.8

Human services contract budget ($ millions) $853.8 $849.1 $664.6 $622.7 $648.7 $640.9 $600.8 $608.8

Work Experience Program (WEP) participants assigned 885 879 670 736 627 * * *
1January 2009 Financial Plan       2Authorized Budget Level  3Expenditures include all funds       “NA” means Not Available in this report
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