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Veterans

TO: Corey Johnson, Speaker of the City Council
FROM: James Hendon, Commissioner of the Department of Veterans’ Services
DATE: December 15, 2020

SUBJECT: Local Law 44 DVS Services and Performance Annual Report for FY 2020

Attached please find the 2020 Department of Veterans’ Services Annual Report pursuant to Local
Law 44 of 2019. Local Law 44 requires the department to submit to the speaker of the council
and post to its website an annual report regarding the department’s services and performance.
This includes a list and description of the services provided by the department, functional titles,
number of employees in said titles, and summary of responsibilities. If you have any questions
about this report, please feel free to contact Vincent Garcia, Director of Intergovernmental Affairs

at VGarcial@veterans.nyc.gov or 646-891-9948. Thank You.

See Attachment
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FISCAL YEAR 2020 REPORT

I. DVS Services — Since 2016, the New York City Department of Veterans' Services (DVS) has moved rapidly
to inform, mobilize, and empower New York City's 210,000 Veterans as well as their families and caregivers
in order to foster purpose-driven lives. DVS fulfills this mission by providing Veterans with essential services
and programs focusing on pivotal areas such as economic empowerment, housing security, benefits, health
and wellness, and culture. DVS continues to strengthen its core services and seeks to find new ways to assist
with service gaps to ensure New York City Veterans remain a major asset for the City.

Community Services

o Benefits Claims — Accredited DVS staff members help NYC Veterans and their families process
Veterans Affairs (VA) disability claims.

e VetConnectNYC & Care Coordination — DVS staff work directly with Veterans and their families to
provide referrals to quality care provided by a network of community-based providers. Services include
legal assistance, employment, mental health and wellness, education, and housing support.

e Final Honors Program — DVS ensures eligible indigent unclaimed Veterans are provided dignified
burials at a national cemetery.

¢ Housing & Support Services — DVS’ Housing and Support Services staff work in conjunction with the
NYC Department of Homeless Services to provide direct support to homeless and at-risk Veterans.
This work includes:

o Direct Assistance — Veteran Peer Coordinators assist Veterans with the housing search process:
ensuring those that need it have rental subsidies; identifying housing opportunities and supporting
them on apartment viewings and interviews; managing the inspection and paperwork process with
landlords, brokers and relevant government agencies; and coordinating lease signings and moves
into their new apartments.

o Eviction Prevention Assistance — Staff provide aftercare support to all formerly homeless Veterans
recently housed by DVS and provide assistance to all Veterans requesting help to maintain their
housing. This includes landlord mediation, assistance with rent arrears and other income supports,
and referrals to partner organizations.

Partnerships

¢ Mission VetCheck — A collaboration between the NYC Department of Veterans’ Services, the Mayor’s
Office of ThriveNYC, and Veteran-serving organizations, that engages and assists Veterans through
supportive check-in calls that provide information about vital public services, including free meals,
COVID-19 test site locations, and mental health resources.

e Veterans on Campus — DVS staff regularly meet with school administrators and student Veterans to
collaborate, share vital information, and create partnerships that empower local scholars.

e Service2Service — A collaboration with NYC Service that connects Veterans to City employee mentors
and provides educational information about Civil Service Exams and the City’s hiring practices.

e Veteran Voices Project — DVS staff work to capture and share the stories of New York City Veterans to
bridge generational gaps, preserve our city's rich military history, and foster a citywide appreciation for
service.
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Summary of Responsibilities

Commissioner
Agency Head.

Deputy Commissioner

The Deputy Commissioner is responsible for leading the build out of the Agency’s operational and
administrative functions. The Deputy Commissioner is responsible for monitoring and advising on strategic
planning of all DVS programming; oversees the development and implementation of the agency’s digital
strategy, including VetConnectNYC and oversees human resources, EEO, budget, procurement and
contracting.

Chief of Staff and Acting Deputy Commissioner
Reporting directly to the Commissioner, this role is responsible for providing strategic advice and analysis to
the Commissioner to help guide decisions on programs, management, advocacy, and communications.

Deputy Chief of Staff

The Deputy Chief of Staff is responsible for providing strategic advice and analysis to the Chief of Staff and
Acting Deputy Commissioner, and helps guide decisions on programs, new initiatives, management
advocacy, and communications.

Associate Commissioner of Policy & Strategic Partnerships

As a member of the senior leadership team, the Associate Commissioner structures and leads partnerships,
working across city government and with external partners to support the Commissioner’s highest priorities.
The Associate Commissioner also cultivates and secures philanthropic and in-kind donations in partnership
with the Mayor’s Fund to Advance NYC and other nonprofits to support strategic agency initiatives. The
Associate Commissioner oversees the Director of Program Development, Director of Grants Administration,
Senior Policy Analyst, and Strategic Partnerships Manager.

Associate Commissioner, Community Services

The Associate Commissioner oversees all aspects of outreach and engagement for the agency, including
project management and execution and housing support services. The Associate Commissioner oversees
the Director of Housing and Support Services, Director of Prevention and Aftercare, Director of Constituent
Services, and their respective teams. The Associate Commissioner is also responsible for ensuring
VetsThriveNYC aligns with the City’s ThriveNYC initiative priorities.

Assistant Commissioner, Operations and Administrative Services

The Assistant Commissioner of Operations and Administrative Services is responsible for managing the
agency’s operations and overseeing the agency’s human resources and payroll daily operations, developing
and implementing the agency’s administrative strategic plan, as well as overseeing key administrative
projects, such as the functional areas of human resources, payroll, and timekeeping, facility and office
management, and citywide regulation compliance.

Assistant Commissioner, Engagement and Community Services

The Assistant Commissioner oversees all aspects of outreach and engagement for the agency- including
project management and execution. The Assistant Commissioner oversees the Deputy Assistant
Commissioner, the Executive Director of Community Health & Suicide Prevention and the Director of
Constituent Services. The Assistant Commissioner is responsible for ensuring VetsThriveNYC aligns with the
City’s ThriveNYC initiative. Responsible for representing the agency at public hearings and events.

General Counsel and Agency Chief Contracting Officer

As a direct report to DVS’ Commissioner and a member of the agency’s senior executive team, the General
Counsel has broad latitude for independent judgment, action, and decision making. The General Counsel
provides all legal support for DVS including guidance and counsel on the agency’s business matters and
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transactions. The Agency Chief Contracting Officer (“ACCO”) oversees the coordinating, planning, and
implementation of contract and procurement activities from pre-solicitation to award and registration,
including drafting and/or reviewing Requests for: Information (RFIs), Bids (RFBs), Proposals (RFPs) and
Quotes (RFQs); completion of Pre-solicitation Reports (PSRs), Request for Awards (RFAs), and
Responsibility/Responsiveness Determinations, Contract Performance Evaluations, and other procurement-
related documents.

Executive Assistant to the Commissioner

Reporting to the Commissioner, the Executive Assistant coordinates logistics and scheduling of meetings
with internal and external stakeholders for the agency head. This role is responsible for vetting
Commissioner and DVS staff travel requests for approval by the Deputy Mayor and City Hall. Prepares
annual agency travel plan for City Hall. Prepares itinerary and makes travel and hotels arrangements for the
Commissioner.

Chauffeur Attendant

DVS has the responsibility of providing dedicated transportation services to the Commissioner and DVS staff
for city business. The Chauffeur Attendant meets the often-changing scheduling demands of DVS. Provides
support, personnel, and equipment for special events scheduled by City Hall.

Executive Director of Special Projects

The Executive Director of Special Projects has direct oversight on the development and management of the
agency'’s special projects, including, but not limited to VetConnectNYC, Unclaimed Indigent Veteran Burial
Program, and VetsThriveNYC. The Executive Director works directly with the Commissioner to recommend
innovative solutions to address internal and external challenge points.

Budget Director

The Budget Director is responsible for the supervision of the oversight of DVS’ Expense and Revenue
Budget; performs responsible analysis operations including, but not limited to, the following: prepare monthly
financial reports including PS (Personnel Services) Budget Forecast, OTPS (Other Than Personnel Services)
Discretionary Report, and Miscellaneous Revenue Report. The Budget Director is responsible for reviewing
financial analyses and requests prepared by staff members. The Director is also responsible for managing
and overseeing OTPS funding, Procurement, and Payments functions; developing and directing the
implementations of strategic business and/or operational plans, projects, programs, and systems. The
Director ensures compliance with local, state, and federal budgetary and procurement requirements.

Director of Grants Administration

The Director of Grants Administration is responsible for the overall management of the agency’s grant
programs. Duties will include grant writing; creating initial call for applications; updating program guidelines;
managing grant evaluations; and oversight of all grant contractual and program documentation.

Director of Intergovernmental Affairs

The Director of Intergovernmental Affairs serves as the strategic leader for intergovernmental affairs and is
the government policy liaison for Veteran’s issues at city, state, and federal levels. The Director manages
relations between the agency and external stakeholders, including but not limited to Veterans’ advocacy
groups, non-profits, government, and private institutions.

Director of Operations

The Director of Operations is responsible for the day-to-day management of the agency’s administrative
services staff. The Director of Operations is responsible for managing the agency’s key areas of business
administration, such as workplace violence, code of conduct, time and leave, performance management,
occupational safety and health, record retention, and conflicts of interest. The Director of Operations also
serves as the Equal Employment Opportunity and Equity and Inclusion Officer.
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Director, Program Development

The Director, Program Development plays a critical role in introducing and scaling new programs and
enhancing existing agency initiatives. This role provides tactical direction to develop and implement
programs such as Veterans on Campus, EBE/MWBE Veteran Owned Business Certification outreach,
veteran transition programs, Service2Service, and the Veteran Voices Project, among others.

Director, Housing and Support Services

The Director of Housing and Support Services reports directly to the Associate Commissioner for Community
Services and supervises the Veteran Peer Coordinator (“VPC”) team and the Veteran Housing Specialist.
The Director’s primary function is to oversee housing operations for the unit, including management of the
VPC program, the housing referral system, and resources to match HSS’ veteran clients to housing, and an
extensive external network of colleagues in the housing and homelessness space.

Director of Constituent Services

The Director of Constituent Services ensures all NYC Veterans and their families that seek assistance are
referred to vetted providers that offer best-in-class resources that are tailored to an individual’s needs. The
Director also plays a role in forecasting the community’s needs and works with community partners to rapidly
fill service gaps as they emerge in real time.

Director of Prevention and Aftercare Services

The Director of Prevention and Aftercare Services provides leadership on DVS’ efforts to prevent at-risk
Veterans from needing emergency care and services, with a focus on those experiencing housing and
healthcare instability. This role assists in identifying and managing an expanded network of aftercare
providers for Veterans in the VASH Continuum program.

Press Secretary

The Press Secretary is responsible for DVS digital content, including official website and social media
accounts, coordinates with DVS staff for content updates; identifies, curates, and manages content — written
and multimedia — for current DVS social media accounts, and identify new opportunities to engage online.
The Press Secretary represents DVS as spokesperson at public engagements including conferences, special
events, and high-level inter-agency functions.

Deputy Director of Housing and Support Services

The Deputy Director of Housing and Support Services (“HSS”) directly supports the Director of HSS in the
expansion and improvement of housing and social service resources available to NYC Veterans and their
families, and aids constituents in navigating existing resources, with the top priority being to work with
homeless Veterans, developing and sustaining a system that rapidly rehouses all those that become
homeless.

Digital Outreach Manager

The Digital Outreach Manager works with the Press Secretary to create and edit multimedia content
highlighting agency initiatives. Coordinates with DVS staff for content updates; identifies, curates and
manages content — written and multimedia — for current DVS social media accounts; and identifies new
opportunities to engage online. Creates and manages communication materials for outreach events (e.g.
flyers, posters, infographics, video clips).

Information and Technology Operations Manager

The IT Operations Manager is responsible for day-to-day technical operations. The Manager proactively
identifies hardware and software solutions to ensure effective and efficient technical operations agency-wide.
This role is also responsible for systems maintenance and quality assurance, technical support, training, and
ensures that all agency data is received and exported are properly stored and safeguarded.
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Administrative Services Manager

The Administrative Services Manager is responsible for the core administrative functions; payroll and human
resources. This role is responsible for executing the day-to-day personnel operations for DVS, including, but
not limited to, implementing personnel actions, including civil service appointments, promotions, separations,
background investigations, and other various NYCAPS transactions. This role manages the processing of
new hires, job vacancy notices, and promotional paperwork, in addition to providing DVS employees with
information about the NYC Pension system, retiree information, health insurance, time and leave, and
workers compensation procedures.

Benefit Claims Manager

The New York City Department of Veterans’ Services Claims Unit is a newly accredited unit in the agency
that assists Veterans, Service Members, and their family members in the preparation, and presentation, of
claims and appeals for benefits and services before the United States Department of Veterans Affairs. The
Benefit Claims Manager is responsible for engaging, developing, educating, and mentoring Benefit
Coordinators with the skills and knowledge that will produce outstanding claims handling results and drive
exceptional customer experiences.

Constituent Services Manager
The Constituent Services Manager implements Final Honors, provides eviction prevention assistance, and
other critical supports to Veterans and their families that reach out to DVS for help.

Strategic Partnerships Manager

The Strategic Partnerships Manager is responsible for providing administrative and implementation support
for the agency’s partnership initiatives, such as the Veteran Voices Project. This role also conducts research
and strategic outreach as assigned by leadership.

Aftercare & Eviction Prevention Specialist

The Aftercare & Eviction Prevention Specialist provides follow up assistance to all Veterans housed by HSS.
Additionally, the specialist provides eviction prevention assistance, including landlord mediation, rent
payment assistance, case management and benefit referrals, and other supports to help ensure housing
stability for Veterans and their families.

Intake Specialist

Under general supervision with latitude for independent judgement, the Intake Specialist performs care
coordination at DVS’ main Veteran Resource Center (“VRC”). The Intake Specialist plays a critical role in
providing services, information, and care coordination for New York City Veterans and their family members
at DVS’ main hub.

Senior Policy Analyst

The Senior Policy Analyst acts as the statistical advisor for DVS staff; suggests and implements
improvements in statistical methods used by the Agency to control agency operations. This role is
responsible for statistical operations and research studies of inter/intra-agency operations and data, directing
major statistical analysis.

Senior Engagement & Community Coordinator

The Senior Engagement & Community Coordinator is responsible for overseeing DVS’ intake services,
managing our constituent correspondence with the Mayor’s Office and the NYC 311 Call Center, as well as
playing a chief role in community outreach events.

Engagement & Community Services Coordinator
The Engagement & Community Service Coordinators act as a direct line to the community. Through citywide
outreach and engagement, Coordinators improve access to services, information, and resources.
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Senior Veteran Peer Coordinator

The Senior Veteran Peer Coordinator (“SVPC”) manages a caseload of clients at a designated homeless
shelter(s). The SVPC works directly in support of the DVS Housing & Support Services (HSS) unit by
providing housing intakes on clients and updating their information as new details emerge; working with DVS
and interagency housing staff to find apartments that meets their clients’ needs and preferences,
coordinating with case managers where applicable, and then working hand in hand with their clients to help
them navigate the process of securing an apartment. The SVPC also assists the VPC Director with special
projects and reporting needs for the VPC team and unit.

Veteran Housing Specialist

The Veteran Housing Specialist is responsible for cultivating landlord and broker relationships through direct
outreach, events, and community engagement; engaging with landlords and brokers through phone and in-
person outreach to recruit and retain private market units, reviewing applications, navigating the various
rental subsidy and inspection processes, and coordination with the landlords and shelters to ensure
successful housing placements. The VHS also provides initial eligibility review and ongoing support for the
VASH Continuum program.

Veteran Peer Coordinator

The Veteran Peer Coordinator (VPC) manages a caseload of clients at a designated homeless shelter(s).
VPCs work directly in support of the DVS Housing & Support Services (HSS) unit by providing housing
intakes on clients and updating their information as new details emerge; working with DVS and interagency
housing staff to find apartments that meets their clients’ needs and preferences, coordinating with case
managers where applicable, and then working hand in hand with their clients to help them navigate the
process of securing an apartment.

The total number of engagements, per month, disaggregated by the types of services
provided, whether the service was provided at the department’s office, a resource center or
in the field, and borough.

Engagement Metrics
Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun Total
Veterans Engaged 662 625 1,047 304 813 180 212 55 31 707 1,035 1,413 7,084

Bronx 30 5 — 35 48 20 — — — — — — 138
Brooklyn 59 35 160 156 13 3 14 15 — — 10 — 465
Manhattan 533 475 695 92 603 27 193 25 5 — — 56 2,704
Queens 40 110 150 21 97 125 — 15 — — — — 558
Staten Island — — 12 — 52 — 5 — — — — — 69
Virtual/Other — — — — — — — — 26 707 1,025 1,357 3,115
Outside NYC — — 30 — — 5 — — — — — — 35

HSS - Housing Assistance (Field Services)
HSS Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun Total
Client Intakes 29 19 18 40 39 21 11 11 6 9 27 11 241

HSS — Aftercare and Eviction Prevention

HSS Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun Total

Clients Assisted 30 69 41 36 40 30 15 24 50 30 44 46 455
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IV. The types of services Veterans have inquired about, including through 311 calls, per month,
disaggregated by type of service, and borough.

Veteran Services — 311 Call Center
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Note: March 2020— Due to the citywide shutdown caused by the onset of the COVD-19 pandemic, DVS pivoted all veteran
assistance operations to a virtual model. As an alternative, the table below illustrates the assistance requests processed by
DVS staff broken down by intake location for the time period of March 1 through June 30.
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V. The methods by which the department provides information to Veterans and their families,
caretakers and active servicemembers and the methods by which Veterans and their families
learned about the department.

Community Events & Public Briefings
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VI. Alist of the field services provided by the department in each borough, per month.

HSS - Veterans Housed by Borough

Box 2 & 7 7 1 1 1 8 8 4 2 3 B2
Brookyn | 16 19 10 8 10 9 5 6 3 3 3 0 9
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E-mail Outreach by Type
‘Announcements —  — 01K 02K 105K 30.6K 06K 391K 202K 98K 99K  — 120K
‘Newsleter | — 121K 102K 101K 101K 99K 98K  — 99K 860K 567K 658K 280.6K
‘PressRelease  — — — 102K — — — — — — 02K — 104K
_ _ 121K 103K 205K 20.6K 405K 10.4K 39.1K 39.1K 958K 66.8K 658K 420.9K
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Methods

For the purposes of this report all data points reported correspond to Fiscal Year 2020 (July 1%, 2019 — June
30", 2020). Data was collected from the following sources: Microsoft Dynamics Client Relationship Manager
(CRM), Veteran Peer Coordinator (VPC) Move Tracker, Eviction Prevention Report, 311 Veteran Service
Metrics, VetConnectNYC Monthly Report, MailChimp and HR Personnel Records. Based on the data
collection from the agency’s various input points, the following key performance indicators were processed
and interpreted.

a)

b)

f)

g)

Microsoft Dynamics (CRM) — This platform is a customer relationship management application that
primarily stores all client records and assistance requests regarding the assistance provided to them.
Client records were extracted and merged with existing DVS Constituent Tracker data. Combined data
was extracted and analyzed through spreadsheet pivot tables and reviewed by the DVS data
management team.

VPC Move Tracker — This tracker is a client workflow tracker of the processes entailed in intake >
eligibility > searching/viewings > matched > successfully housing Veterans. Move data was extracted
and analyzed through spreadsheet pivot tables and reviewed by the DVS data management team.
Eviction Prevention Report — This report consists of call logs, email communications, and client
inquiries, and is collected by the HSS Aftercare Specialist. Eviction prevention data was extracted and
analyzed through spreadsheet pivot tables and reviewed by the DVS data management team.

311 Veteran Service Metrics — The data is collected through the DolTT 311 Contact Center Siebel
system and the reports are delivered to the agency monthly via email.

VetConnectNYC Monthly Report — The data is collected by UniteUS platform and processed by the
Syracuse University Institute for Veteran and Military Families (IVMF) data management team and
delivered to the agency monthly via email.

MailChimp — Data is collected through various intake and interest forms and compiled and processed
through MailChimp distribution list platform. Email campaign data was extracted and analyzed through
spreadsheet pivot tables and reviewed by the DVS data management team.

HR Personnel Records — Data was provided by the Assistant Commissioner of Operations &
Administrative Services. Titles, staffing levels, and functional units were compiled and analyzed through
spreadsheet pivot tables and reviewed by the DVS data management team.
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VIII.

July 1, 2019 - June 30, 2020

Terms & Definitions

Aftercare & Eviction Prevention: The number of Veterans and their families that received homelessness
prevention assistance by DVS. Prevention assistance includes landlord mediation, assistance with paying
rent arrears, and connecting Veterans and their families to the social services and other supports needed to
remain stably housed.

Assistance Requests: Inquiries or requests for services, care, or resources supported via phone, in-
person, postal mail or electronic mail. Assistance and support involve connecting City Veterans and their
families to a coordinated network of public, private and non-profit organizations.

Assisted: The number of unigque assistance requests received from Veterans and their families supported
via phone, in-person, postal mail, electronic mail or VetConnectNYC. Support involves

connecting Veterans and their families to a coordinated network of public, private and non-profit
organizations.

Client: A person or individual seeking information or services pertaining to Veterans, service members,
reservists, and their families or caregivers.

Engagements: Any interactions for the purposes of providing services to Veterans, caretakers, active
servicemembers and their families, including those interactions in resource centers, the department’s office,
or in the field.

Field services: Any service performed in communities throughout the boroughs, as opposed to at DVS
main headquarters or Veteran Resource Centers. Field services typically involve providing information or
literature at community events, helping to find affordable housing, identifying apartments, providing
transportation to and from apartment viewings to eligible Veterans, or coordinating with interagency and
housing partners.

Housed: The number of Veterans and Veteran families that find housing with the assistance of the DVS
Veteran Peer Coordinator program. The program provides peer-to-peer housing assistance to

Veterans and their families, helping them navigate the process of finding, applying for and moving

into an affordable apartment that meets their needs.

Intake: The process of collecting client information and requested or needed services for the strict and
limited purposes of providing or coordinating services, resources, benefits to service members, Veterans,
and/or members their household

Veterans Resource Center: DVS maintains a presence in each of the five boroughs providing Veterans
and their families with up-to-date information, at no cost; regarding housing, social services offered by public
agencies and charitable and private organizations, financial assistance and tax exemptions available to
Veterans, discharge upgrade resources and benefits counseling services along with a hard copy of the
resource guide.

Services: The term “services” means any activity or resource provided by the department to help Veterans,

including, but not limited to, providing information, offering referrals, connecting Veterans with internal and
external resources and any direct action taken for or on behalf of Veterans.
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