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About BRC

• Founded in 1971 by residents of Bowery flophouses

• 50+ years later:

• >1,400 staff

• 34 programs from homeless outreach to permanent housing

• $217 million annual budget (FY25)

• >12,000 served each year

• Strategic, analytical management approach



PMM

DEFINE MEASURE ANALYZE

& MANAGEMENTPERFORMANCE MEASUREMENT



Define



Measure
PERMANENT HOUSING FY25 DASHBOARD Comments:

GOAL Q1 Q2 Q3 Q4 YTD 25 YTD 24

Average Daily Occupancy Rate

% Engaged in Groups

% Paying Full Rent

% Stable

% Service Plan Goals with Progress

Census Information

Capacity Total Served

Average Daily 

Occupancy

Avg Daily 

Occupancy Rate Total Referrals Total Interviews

Total 

Acceptances Total Move-Ins

Move-Ins referred 

from BRC

Move-ins referred 

from other Total Discharges

Positive 

Discharges

Discharged to 

Housing

Other Positive 

Discharges

Non-Positive 

Discharges AWOL

Average Length 

of Stay: Total 

Discharges

Avg. Length of 

Stay:  Positive 

Discharges

Average Length 

of Stay: Total 

Served

Apr

May

Jun

Demographics

Gender Age Race/Ethnicity

Veterans

Non-English 

Service 

Language

Undoc. 

Immigrants

Entitlements

# on Rep Payee

# in Care 

CoordinationMale Female

Transgender or

Non-Binary 18-29 30-49 50+ 50-64 65+

Non-Hispanic 

White

Non-Hispanic 

Black Hispanic Asian Other Medicaid

Other Health 

Insurance

Income 

Generating 

Benefits

Apr

May

Jun

Demographics

Health Forensic Incidents Hospitalizations

MICA MI SA

Serious Med 

Condition

Serious Med 

Condition (other 

than HIV/AIDS) On Parole On Probation Forensic History Total Incidents

Med/Psych 

Incidents

Non-Med/Psych 

Incidents

Interpersonal 

Conflict Incidents

Incidents 

Involving 

Substance Use

Individuals with 

Incidents

Total Admit to 

Hospital

Admit to Hospital: 

Medical

Admit to Hospital: 

Psych

Individuals 

Admitted to 

Hospital Total ER Visits ER Visits: Medical ER Visits: Psych

Individuals with 

ER Visits

Apr Apr Apr

May May May

Jun Jun Jun

Tenant Service and Activity Record: 

Average Engaged 

in Activities

Average in 

Treatment 

Services In SASC

Average in 

Voc/Ed Programs

Average Tenants 

Employed

Became 

Employed Lost Job

Average Working 

Off the Books

Average 

Volunteering

Average Engaged 

with Family

External Health Services

Tenants 

Receiving Home 

Care

Tenants 

Receiving Meal 

Services

Total Goals 

Evaluated

# of Goals 

w/Progress or 

Attained

# Naloxone 

Trained

Individual Services Group Services

Medical Services 

in Place

Psychiatric 

Services in Place

Substance Abuse 

Services in Place

# Referred to 

Health Services

# Linked to 

Health Services

Total Case 

Management 

Meetings

Individuals with 

Case 

Management 

Meetings Total Groups

Total Clinical 

Groups

Total 

Socialization 

Groups

Avg Attendance 

per Group

Apr

May

Jun

Tenant Stability

Total MCAS 

Completed MCAS Stable

Effectively 

Managing 

Medications

Problematic 

Active Use Tenant Relapses

Tenants Admitted 

to Detox/Rehab

# of Tenants with 

a PCP Visit

Tenants 

Receiving 

Assistance w/ 

Medications

Total with Tenant 

Rent Portion Due

Tenants Who 

Paid Full Rent

Tenants Who 

Paid Partial Rent

Tenants in 

Arrears Arrears Collected

Tenants on 

Payment Plans

# of Tenants 

Applied for One 

Shot Deal

# of Tenants 

Receiving One 

Shot Deal

# of Open 

Eviction Cases Total Inspections

Tenants Who 

Passed 

Inspection

Apr

May

Jun



Analyze

Key 
Data

Context Analysis
Looking 
Ahead



Consumer Satisfaction Survey

• Annual survey with 17 questions

• Opportunity for clients to 
anonymously express opinions 
about their BRC experience

• Adds client perspective to program 
data collected each month

• Program directors review results 
with clients, staff and peer 
programs to develop plans for 
improvement

SURVEY

• Services
• Staff
• Facility
• Empowerment



Data-Informed Decisions

• Identifying trends, assessing environment and 
adjusting programs to best achieve mission

• Modifying and improving existing program services

• Designing and launching new programs



Program Spotlight

Palace Apartments

24 Unit SRO 

Tenants: Formerly Chronic Homeless

Clyde Burton House
33 Unit SRO 

Tenants: Aged 55+, Formerly Homeless



CBH & Palace: Tenant Profile

56

People 
Served in 

FY24

63% 
Aged 65+

80% 
Behavioral 

Health 
Diagnosis

73% 
Serious 
Medical 

Condition
8%       

Non-
English 

Speakers

83% 
Racial/ 
Ethnic 

Minority

81% 
Male



CBH & Palace: Program Data

Program Operations

Capacity Utilization

Rent Payment

Stability

% Stable

Incidents

Hospitalizations

Service Engagement

Case Management 
Meetings

Group Attendance

Service Plan Progress



CBH & Palace: Survey Results

Overall Results

• 43 tenants completed 
surveys

• 84% response rate

• 4 out of 5 tenants report 
being satisfied all or most 
of the time 

Survey Comments

• The staff at the program are fair 
and let tenants make choices

• Quiet and clean

• Staff talks to you

• More Spanish workers to help 
out

• More food



CBH & Palace: Data in Action

Adding socialization 
opportunities

Improving daily living 
skills & support

Assessment-based 
service planning

Technical assistance 
to support an aging 
population

Assessment-based 
nursing coverage

Data-informed care 
for vulnerable 
tenants
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