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311, DOITT, HPD LAUNCH UPDATED 311 APP ALLOWING TENANTS TO FILE HEAT
COMPLAINTS ON THEIR MOBILE DEVICES FOR THE FIRST TIME

NEW YORK-—311 Executive Director Joseph Morrisroe, Department of Information Technology and
Telecommunications (DolTT) Commissioner Anne M. Roest, and New York City Department of Housing
Preservation and Development (HPD) Commissioner Vicki Been announced today that with Heat Season
underway, the City has released an update for the 311 Mobile Application, which allows tenants to register heat
and hot water complaints from their mobile devices for the first time. The updated app is currently available for
download for both iPhone and Android.

The 2014/2015 “heat season” began on October 1, 2014 and continues through May 31, 2015. Residential
building owners have a legal obligation to provide tenants with hot water year-round and heat when the outdoor
temperature warrants it. In Fiscal Year 2014, New Y orkers registered more than 200,000 heat related
complaints to NYC311. Recognizing this as a critical issue for the City’s tenants, 311, DoITT, and HPD
partnered to create a means to give New Yorkers the option of filing heat and hot water complaints on the 311
Mobile App.

To report a heat-related complaint using the updated 311 Mobile App, the user simply opens the app and
chooses “Heat or Hot Water” from the complaint menu. The user then enters the address for the complaint,
selects the type of condition, and indicates if one unit or the whole building is affected.

The user then provides their personal contact information, along with contact information for the owner and the
tenant, if available. Once the complaint is submitted by the user, it is sent to HPD in exactly the same way as a
complaint initiated in the call center or online. After filing the complaint, users can check for updates by going
to the complaint screen in the app.

When the complaint is received, HPD attempts to contact the building’s owner or managing agent to get heat or
hot water service restored. Before an HPD code inspector is dispatched to the building, HPD will call the tenant
back to determine if service has been restored. If the tenant indicates that service has not been restored, or HPD
cannot contact the tenant, an HPD inspector is sent to the building to verify the complaint and, if it is warranted,
will issue a violation and attempt to access the boiler to assess the problem.

The 311 Mobile App will help the City to meet users where they are, and allow tenants to submit their heat and
hot water complaints with ease and speed.

“NYC 311 is pleased to offer New Yorkers a quick and easy option to submit their heat and hot water
complaints. The 311 Mobile App is an important part of the plan to make City services more accessible and
further the Mayor’s initiative to deliver equity, equality and opportunity for all,” said 311 Executive Director
Joseph Morrisroe.
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“DolITT is proud to have collaborated with NYC 311 and HPD to further improve the popular 311 mobile app.
An outstanding example of mobile technology designed with the user in mind, the 311 app and this latest update
is another way the City is using technology to improve the lives of New Yorkers,” said DolTT Commissioner
Anne Roest.

“When the temperatures drop, it’s important for tenants to be able to report heat and hot water problems quickly
and easily,” said HPD Commissioner Vicki Been. “The 311 Mobile App allows users to quickly file
complaints, store contact information, and track their service requests. Whether you’re reporting a problem via
the 311 Mobile App, 311 Online, or by calling 311, HPD will be there to ensure that landlords comply with the
law.”

During heat season, residential building owners with tenants are required by law to maintain an indoor
temperature of at least 68 degrees Fahrenheit between 6:00 A.M. and 10:00 P.M. when the outdoor temperature
falls below 55 degrees. Between 10:00 P.M. and 6:00 A.M., building owners must maintain an indoor
temperature of 55 degrees when the outside temperature falls below 40 degrees. Hot water is required to be
maintained at 120 degrees year-round.

In the event of a heat deficiency, a tenant should first attempt to notify the building owner, managing agent, or
superintendent. If heat is not restored, the tenant should register a complaint via 311. To date, over 50,000
customers have downloaded the free 311 Mobile App that is available on Android and IPhone platforms. In
addition to using the mobile app, tenants can still call 311, the City’s central 24-hours-per-day, seven-days-a-
week information and complaint line, or file complaints via 311 Online at www.nyc.gov/311. Hearing-impaired
tenants can register complaints via a Touchtone Device for the Deaf TDD at (212) 504-4115.

HPD fields a team of inspectors who work in shifts, and are situated in offices in all five boroughs, to provide
coverage 24 hours a day, 365 days a year. For more information on heat season please visit the HPD website, or
read the most recent heat season press release.
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NYC 311:

NYC311 is the largest and most comprehensive municipal government contact center in the nation. Available
24/7 in 180 languages and multiple channels, the NYC311 call center receives an average of 50,000 calls daily
and 190 million calls since inception, and the companion 311 Online website receives over 5 million visits
annually. As the "front door" to City government and an agency which binds city services together, 311 is the
conduit for public information, services and assistance from NYC government. NYC311 has been nationally
recognized for customer satisfaction rated equal to the best in the private sector, and far above government
sector averages. The NYC311 mission is to provide the public with equitable service delivery through quick,
easy access to all New York City government services and information while maintaining the highest possible
level of customer service. Connect with us on 3110nline (www.nyc.gov/311) Text (311-692), 311 Mobile App,
and via www.facebook.com/nyc311 and www.twitter.com/nyc311

New York City Department of Information Technology and Telecommunications (DolTT):

DolTT is committed to effectively and efficiently providing IT services, infrastructure, and telecommunications
to New York City's residents, businesses, and visitors. Dol TT serves a vast network of 120 agencies, boards,
and offices, more than 8,000,000 residents, 300,000 employees, and 230,000 businesses every day-and
approximately 50 million visitors each year.

New York City Department of Housing Preservation and Development (HPD):


http://www.nyc.gov/311
http://www.nyc.gov/html/hpd/html/tenants/heat-and-hot-water.shtml
http://www.nyc.gov/html/hpd/html/pr2014/pr-10-03-14.shtml
http://www.nyc.gov/311
http://www.facebook.com/nyc311
http://www.twitter.com/nyc311

HPD is the nation’s largest municipal housing preservation and development agency. Its mission is to promote
quality housing and viable neighborhoods for New Yorkers through education, outreach, loan and development
programs, and enforcement of housing quality standards. HPD is tasked with fulfilling Mayor de Blasio’s
Housing New York: A Five-Borough Ten-Year Plan to build and preserve 200,000 affordable units for New
Yorkers at the very lowest incomes to those in the middle class. For more information visit www.nyc.gov/hpd
and for regular updates on HPD news and services, connect with us via www.facebook.com/nychpd and

www.twitter.com/nychousing.
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