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SUBMISSION NARRATIVE

This two-page narrative overviews the audit report’s 
findings and results, highlights the audit’s impact, and 
demonstrates how the audit meets the Performance Audit 
Award criteria.
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PERFORMANCE AUDIT WRITE-UP

Homelessness within New York’s Metropolitan Transportation Authority (MTA) system is a 
human and economic tragedy – evidence of an epic failure to meet the needs of the thousands 

of homeless seeking shelter and to ensure quality of services for the millions of MTA riders. 
The Office of the State Comptroller’s (OSC) audit of the MTA’s Homeless Outreach Program 

exposed gross negligence and faulty performance metrics – igniting immediate, cross-agency 
action to comprehensively address this issue.

As the largest transportation network in North America, the MTA provides over 2.6 billion trips each year, carrying 8 million riders daily 
– as well as 60 million tourists annually – throughout its 5,000-square-mile system in New York City (NYC) and the surrounding area. 
The presence of homeless sheltering within NYC’s public transit system has been a growing concern, presenting a challenge for the MTA 
to maintain its goals of safety, security and comfort for all individuals in the transit environment, while negatively impacting taxpayers’ 
investment in the transit system. The MTA, for example, cited the continuing challenge of homelessness as a contributing factor to 
declining revenues in its Grand Central Terminal dining concourse. Since 2010, the MTA has spent about $21 million in contracts with a 
non-profit homeless outreach provider to deliver outreach and placement services.

Despite this significant investment, there is little evidence of progress nearly 10 years later: by all appearances, vast numbers of homeless 
are still present on MTA property and are not connecting with organizations that could support them. A 2019 NYC homeless survey 
found that the number of homeless individuals in the New York City subway system grew from 1,771 in 2018 to an all-time high of 2,178 
in 2019 – more than a 20 percent jump – marking an upward trend that is outpacing the growth of the NYC homeless population overall. 
Meanwhile, significant portions of the MTA’s busiest hubs are essentially functioning as ill-equipped, de facto shelters.

Recognizing the magnitude of this issue, OSC examined the MTA’s oversight of homeless outreach at two hubs and several outlying stations 
within the metropolitan region [Exhibits 2, 3, and 4: Taxpayers’ Guide to the Audit, Audit Report, and Comptroller’s Press Release] – one in 
a four-part series of audits of homeless outreach programs on MTA properties [Exhibit 6: Companion Study] and part of a broader series of 
audits examining homelessness across New York State. Issued in July 2019, auditors’ findings of gross contract abuse, mismanagement and 
massive waste of taxpayer dollars put the crisis in the spotlight. Further buoyed by extensive media coverage [Exhibit 5.5: Media Coverage], 
the audit inspired immediate action: the Governor issued a call for reform [Exhibit 5.1: The Governor’s Letter to the MTA Board], galvanizing 
not only the MTA, but also other government agencies and stakeholders to fix what’s broke, and, in so doing, provide needed support to a 
vulnerable population and safeguard taxpayer dollars. Just one day after the draft audit report was shared with the agency, the MTA formed 
a multi-agency Task Force to measurably address this “persistent and growing” issue, and by October 2019, the Task Force made a series 
of far-reaching recommendations (with several already adopted), marshalling the resources of several New York State and City agencies 
working together to address the homeless crisis [Exhibits 5.2 and 5.3: Task Force Infographic and Report]. 

Innovation – Coupled With Good Old-Fashioned Auditing – Produces Significant Findings

With the smart, creative use of technology augmenting traditional, effective auditing techniques, OSC found that the MTA failed to: 
monitor the contractor’s actual outreach activity; verify the contractor was accurately reporting outreach activity data; and hold the 
contractor accountable for performance requirements – all prerequisites for informed decision-making to ensure outreach is being 
directed where it is needed most and homeless individuals are being served as intended.

Notably, a primary source of data came in the form of outreach workers’ handwritten daily activity logs documenting minute but critical 
details, such as shift arrival/departure times, contacts with homeless individuals, and locations visited, which collectively could reveal a 
clearer picture of the contractor’s performance. For purposes of our audit, these logs totaled thousands of documents, all handwritten, 
covering a sample of three months. Realizing the need for a novel yet efficient approach to mining the full data set for greater validity 
than could be derived from a smaller and otherwise more conventionally analyzable sample, auditors creatively used optical character 
recognition software and specifically designed formulas to transform all handwritten logs into electronic form, “unlocking” the massive 
amounts of granular data for deeper analysis than would otherwise have been possible. (In fact, the sheer power of this technique to 
rapidly yield greater insights led OSC to deploy the tool to its entire State audit staff.) Auditors then leveraged this innovative technique to 
conduct a detailed time study, the basis for incontrovertible evidence that outreach workers not only were providing minimal outreach – 
accounting for an average of only 2.2 hours per 8.5-hour shift – but were also misreporting their activities. Auditors’ on-site observations 
validated the egregiousness of these findings. For example:

• During unannounced on-site visits, auditors witnessed repeated scenes where contracted outreach workers appeared to 
intentionally close the Outreach Office, shutting themselves off from individuals who came seeking assistance.



6 7

PERFORMANCE AUDIT WRITE-UP
• Reconciling their unannounced visits with workers’ same-day activity logs, auditors identified discrepancies between reported 

activity and actual activity, such as workers claiming to have assisted homeless individuals and visited locations that they had 
not and claiming pay for hours they were not actually present.

• Whereas the contractor’s data and reporting indicated successful or positive outcomes for several key performance metrics, 
auditors’ intensive data analysis, combined with their on-site observations, found that the data underlying these metrics 
was unreliable, rendering the outcomes questionable. In other cases, auditors found that key metrics either failed to meet 
expectations or lacked parameters defining satisfactory versus unsatisfactory performance.

Government is entrusted with the protection of vulnerable populations as well as the efficient delivery of services for all taxpayers. With 
its stewardship, government also has an obligation to ensure the integrity of the data used for judging the efficacy of services. These 
findings not only illustrate the risk of using unreliable data for decision-making, but they also erode public trust. While the MTA offered 
no explanation for why the homeless situation was worsening across its network, anecdotally many New Yorkers have observed rising 
rates of homelessness in New York’s public transit corridors. In fact, the idea for this audit came from an OSC staff auditor based on 
observations during her daily MTA commute. Ultimately, this audit shows how public engagement in government drives better data and 
better outcomes.

Recommendations Steer Reform

OSC issued recommendations to the MTA to better align its homeless outreach expenditures with measurable positive results for the 
homeless population and to ensure effective use of MTA resources, including: ensuring compliance with performance measures and 
establishing additional quantifiable measures; ensuring the contractor is providing sufficient levels of outreach and required outreach 
worker staffing levels; and establishing controls for accurate and complete contractor-reported data. Immediate corrective action 
spurred even greater reforms beyond the agency.

Audit Impact: Unprecedented Response

Immediately upon issuance, the audit ignited a large-scale, collaborative response, not only by the MTA but across stakeholders to address 
the overarching humanitarian issue of appropriate support, services, and placement for homeless individuals as well as the attendant concerns 
of public health and safety on MTA properties and abuse of taxpayer dollars. Significant outcomes stemming from the audit include: 

• Acknowledging the audit results were “shocking and disappointing,” the MTA took prompt action, based on our 
recommendations, to strengthen homeless outreach services and oversight. For example, the MTA added quantifiable 
performance standards to its outreach services contract and created a system to verify the underlying data.

• The Governor, too, stepped in, calling for the State to develop a plan to measurably reduce homelessness within the transit 
system. Subsequently, the MTA formed a Task Force with a cross-section of City and State health and human services agencies to 
tackle the issue comprehensively. Their recommendations were swift and significant, representing an unparalleled commitment 
of public resources, including the deployment of emergency teams to deliver enhanced outreach and the expansion of MTA’s 
police force by at least 50 percent to further support both transit safety and the enhanced outreach efforts. Notably, the Task 
Force has already implemented several recommendations. 

• The MTA Office of the Inspector General launched an investigation, including an inquiry into the contractor responsible for 
providing outreach services, to address the long-standing, systemic issues plaguing the MTA’s ability to implement its outreach 
program [Exhibit 5.4: MTA Office of the Inspector General Letter].

• The State is also making significant investments in housing and supportive services for the homeless and other vulnerable 
populations to comprehensively address the issue on a broader level.

Conclusion

Had OSC not conducted its audit exposing this issue, the number of homeless sheltering in transit facilities – and the gross negligence 
by organizations charged with supporting these individuals – would likely have continued unabated. The audit brought about an 
unprecedented level of coordination and resources to place homeless individuals in appropriate facilities and improve the MTA riding 
experience. In total, these actions will strengthen the quality of life for all New Yorkers and, ultimately, the City and State’s economic 
viability.





TAXPAYERS’ GUIDE TO THE AUDIT

The Taxpayers’ Guide provides an overview of the audit and 
a summary of key findings and recommendations.

2.
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Metropolitan Transportation Authority
 Homeless Outreach Program at Penn Station, Grand Central, 

and Outlying Stations Within New York City

Issued: July 23, 2019
Link to full audit report 2018-S-5
Link to 90-day response

Objectives
To determine whether the Metropolitan Transportation Authority (MTA) has appropriate oversight and monitoring controls over 
its homeless outreach services contract at Pennsylvania Station (Penn Station), Grand Central Terminal (Grand Central), and 
the outlying Long Island Rail Road (LIRR) and Metro-North Railroad (Metro-North) stations within New York City and whether 
the MTA has met its goal in assisting homeless clients to appropriate shelters off MTA property. The audit covers the period 
January 1, 2015 through February 4, 2019.

About the Program
The MTA is North America’s largest transportation network, serving a population of 15.3 million people in the 5,000-square-
mile area fanning out from New York City through Long Island, southeastern New York State, and Connecticut. Two constituent 
agencies – the LIRR and Metro-North – provide rail service throughout the region, carrying an average of nearly 600,000 
customers daily to their destinations via Penn Station or Grand Central in Manhattan. The presence of the homeless at these 
MTA properties is a growing concern for MTA’s customers and staff, and sometimes presents law enforcement issues. In an 
effort to better address the homeless issue and to assist homeless individuals, since March 2010, the MTA has contracted with 
Bowery Residents’ Committee (BRC), a non- profit provider of homeless housing and services, for homeless outreach services 
on MTA railroad property, including Grand Central, Penn Station (LIRR portions), Metro-North stations and rights of way in 
Manhattan and the Bronx, and LIRR stations and rights of way in Queens and Kings counties. Pursuant to the contract, BRC 
is responsible for carrying out regular visits to the MTA properties to observe and record, and to engage in homeless outreach 
activity. BRC is required to produce standardized activity reports (e.g., daily, weekly, monthly) related to its established 
performance measures and is required to submit these reports to MTA officials. BRC is also responsible for entering the data 
from its Daily Activity Reports into the MTA’s Homeless Outreach Program database.

Key Findings

• The MTA should develop additional quantifiable performance measures to establish a valid basis for determining whether 
BRC’s homeless outreach services are meeting expectations and whether the MTA is achieving its goal of maintaining a 
safe, secure transit environment by assisting homeless clients to appropriate shelters off MTA property.

• Based in part on our observations, we determined BRC is providing only limited outreach services, despite the fact that 
outreach is one of its primary responsibilities under the contract: 

◦ On average, BRC outreach workers spent only about 26 percent of their time providing actual outreach services 
(compared with 53 percent of time spent in the BRC office).

◦ During unannounced visits, we witnessed multiple scenarios in which BRC outreach workers appeared to intentionally 
close the office and isolate themselves from active outreach, depriving services to clients seeking assistance. In 
several instances, clients repeatedly knocked upon the office door, but received no response, despite the presence of 
staff within the office.

• The homeless outreach data BRC reported was not accurate or complete, and the MTA does not have a process in place 
to verify the data. As BRC’s reports are the basis for data analysis and informed outreach decision making, reliable data 
is essential to ensure that homeless clients are being served as intended and that outreach is being directed to where it is 
needed most.

https://osc.state.ny.us/audits/allaudits/093019/sga-2019-18s5.pdf
https://osc.state.ny.us/audits/90day/sga-2019-18s5-response.pdf
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Metropolitan Transportation Authority
 Homeless Outreach Program at Penn Station, Grand Central, 

and Outlying Stations Within New York City

Issued: July 23, 2019
Link to full audit report 2018-S-5
Link to 90-day response

• Penn Station is the responsibility of not only the MTA, but also Amtrak and NJ Transit. MTA’s contract with BRC at this 
station is intended to focus primarily on MTA’s portion of the property. However, despite Amtrak having its own contract, 
we found that outreach workers spent a disproportionate amount of their workday on outreach at Amtrak’s portion of the 
station.

Key Recommendations

• Ensure BRC meets established performance measures, and develop and establish additional quantifiable performance 
measures for the contract.

• Monitor outreach workers to ensure they are providing a sufficient level of outreach services on MTA properties.

• Develop and establish internal controls to ensure that BRC’s reported data is accurate and complete, and use the available 
data to make informed managerial decisions.

• Negotiate with each of the railroads operating within Penn Station to provide proportionate levels of resources to support 
homeless outreach services.

State Government Accountability Contact Information:
Audit Director: Brian Reilly
Phone: (518) 474-3271; Email: StateGovernmentAccountability@osc.state.ny.us
Address: Office of the State Comptroller; Division of State Government Accountability; 110 State Street, 11th Floor; Albany, NY 
12236

mailto:StateGovernmentAccountability%40osc.state.ny.us?subject=




OSC’s audit evaluates the extent to which the MTA has 
appropriate oversight and monitoring controls over its 
homeless outreach services contract and has met its goal in 
assisting homeless clients to appropriate shelters off MTA 
property.

NOMINATED REPORT:
MTA: HOMELESS OUTREACH PROGRAM 2018-S-5

3.
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Audit Highlights

Objectives
To determine whether the Metropolitan Transportation Authority (MTA) has appropriate 
oversight and monitoring controls over its homeless outreach services contract at 
Pennsylvania Station (Penn Station), Grand Central Terminal (Grand Central), and the outlying 
Long Island Rail Road (LIRR) and Metro-North Railroad (Metro-North) stations within New York 
City and whether the MTA has met its goal in assisting homeless clients to appropriate shelters 
off MTA property. The audit covers the period January 1, 2015 through February 4, 2019. 

About the Program
The MTA is North America’s largest transportation network, serving a population of 15.3 
million people in the 5,000-square-mile area fanning out from New York City through Long 
Island, southeastern New York State, and Connecticut. Two constituent agencies – the 
LIRR and Metro-North – provide rail service throughout the region, carrying an average of 
nearly 600,000 customers daily to their destinations via Penn Station or Grand Central in 
Manhattan. The presence of the homeless at these MTA properties is a growing concern for 
MTA’s customers and staff, and sometimes presents law enforcement issues. In an effort to 
better address the homeless issue and to assist homeless individuals, since March 2010, 
the MTA has contracted with Bowery Residents’ Committee (BRC), a non-profit provider of 
homeless housing and services, for homeless outreach services on MTA railroad property, 
including Grand Central, Penn Station (LIRR portions), Metro-North stations and rights of 
way in Manhattan and the Bronx, and LIRR stations and rights of way in Queens and Kings 
counties. Pursuant to the contract, BRC is responsible for carrying out regular visits to the MTA 
properties to observe and record and to engage in homeless outreach activity. BRC is required 
to produce standardized activity reports (e.g., daily, weekly, monthly) related to its established 
performance measures and is required to submit these reports to MTA officials. BRC is also 
responsible for entering the data from its Daily Activity Reports into the MTA’s Homeless 
Outreach Program database. 

Key Findings
 � The MTA should develop additional quantifiable performance measures to establish 

a valid basis for determining whether BRC’s homeless outreach services are meeting 
expectations and whether the MTA is achieving its goal of maintaining a safe, secure 
transit environment by assisting homeless clients to appropriate shelters off MTA property.

 � Based in part on our observations, we determined BRC is providing only limited outreach 
services, despite the fact that outreach is one of its primary responsibilities under the 
contract: 

 ▪ On average, BRC outreach workers spent only about 26 percent of their time providing 
actual outreach services (compared with 53 percent of time spent in the BRC office). 

 ▪ During unannounced visits, we witnessed multiple scenarios in which BRC outreach 

14 15
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workers appeared to intentionally close the office and isolate themselves from active 
outreach, closing off services to clients seeking assistance. In several instances, 
clients repeatedly knocked upon the office door, but received no response despite the 
presence of staff within the office.  

 � The homeless outreach data BRC reported was not accurate or complete, and the MTA 
does not have a process in place to verify the data. As BRC’s reports are the basis for 
data analysis and informed outreach decision making, reliable data is essential to ensure 
that homeless clients are being served as intended and that outreach is being directed to 
where it is needed most.

 � Penn Station is the responsibility of not only the MTA, but also Amtrak and NJ Transit.  
MTA’s contract with BRC at this station is intended to focus primarily on MTA’s portion of 
the property. However, despite Amtrak having its own contract, we found that outreach 
workers spent a disproportionate amount of their workday on outreach at Amtrak’s portion 
of the station.  

Key Recommendations
 � Ensure BRC meets established performance measures, and develop and establish 

additional quantifiable performance measures for the contract.

 � Monitor outreach workers to ensure they are providing a sufficient level of outreach 
services on MTA properties.

 � Develop and establish internal controls to ensure that BRC’s reported data is accurate 
and complete, and use the available data to make informed managerial decisions. 

 � Negotiate with each of the railroads operating within Penn Station to provide proportionate 
levels of resources to support homeless outreach services.

16
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Office of the State Comptroller
Division of State Government Accountability

July 23, 2019

Mr. Patrick J. Foye
Chairman 
Metropolitan Transportation Authority 
2 Broadway 
New York, NY 10004 

Dear Mr. Foye:

The Office of the State Comptroller is committed to helping State agencies, public authorities, 
and local government agencies manage their resources efficiently and effectively. By so 
doing, it provides accountability for the tax dollars spent to support government operations. 
The Comptroller oversees the fiscal affairs of State agencies, public authorities, and local 
government agencies, as well as their compliance with relevant statutes and their observance 
of good business practices. This fiscal oversight is accomplished, in part, through our audits, 
which identify opportunities for improving operations. Audits can also identify strategies for 
reducing costs and strengthening controls that are intended to safeguard assets.

Following is a report of our audit entitled Homeless Outreach Program at Penn Station, Grand 
Central, and Outlying Stations Within New York City. This audit was performed pursuant to the 
State Comptroller’s authority under Article X, Section 5 of the State Constitution and Section 
2803 of the Public Authorities Law.

This audit’s results and recommendations are resources for you to use in effectively managing 
your operations and in meeting the expectations of taxpayers. If you have any questions about 
this report, please feel free to contact us.

Respectfully submitted,

Division of State Government Accountability

16 17
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Glossary of Terms

Abbreviation Description Identifier
BRC Bowery Residents’ Committee Contractor
CARES DHS’ Client Assistance and Rehousing 

Enterprise System
System

Contract MTA’s most current four-year contract with 
BRC for homeless outreach services,
effective November 2017–October 2021

Key Term

DHS New York City Department of Homeless 
Services

Agency

Grand Central Grand Central Terminal Key Term
HOP MTA’s Homeless Outreach Program 

database
System

LIRR Long Island Rail Road Agency
Metro-North Metro-North Railroad Agency
MTA Metropolitan Transportation Authority Auditee
Penn Station Pennsylvania Station Key Term

18 19
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Background

The Metropolitan Transportation Authority (MTA) is North America’s largest 
transportation network, serving a population of 15.3 million people in the 
5,000-square-mile area fanning out from New York City through Long Island, 
southeastern New York State, and Connecticut. Two constituent agencies – 
the Long Island Rail Road (LIRR) and Metro-North Railroad (Metro-North) 
– provide rail service throughout the region, carrying an average of nearly 
600,000 customers daily to their destinations via Pennsylvania Station (Penn 
Station) or Grand Central Terminal (Grand Central) in Manhattan. 

The presence of the homeless at Penn Station, Grand Central, and the 
LIRR and Metro-North stations within New York City is a growing concern 
for MTA’s customers and staff, and sometimes presents law enforcement 
issues. In an effort to better address the homeless issue and to assist 
homeless individuals, since March 2010, the MTA has contracted with Bowery 
Residents’ Committee (BRC), a non-profit provider of homeless housing and 
services, for homeless outreach services on MTA railroad property, including 
Grand Central, Penn Station (LIRR portions), Metro-North stations and rights 
of way in Manhattan and the Bronx, and LIRR stations and rights of way in 
Queens and Kings (Brooklyn) counties. The MTA entered into a four-year 
$6,666,309 contract (original contract) from March 2010 through February 
2014 with BRC to provide homeless outreach services. Starting in March 
2014, the MTA extended its contract with multiple supplemental agreements 
in the aggregate amount of $5,816,547 over 44 months. Its most current 
four-year contract (Contract), effective November 2017 through October 
2021, cost the MTA $2,118,871 for the first year, with increases for each of 
the remaining three years not to exceed 2 percent. The Contract states that 
each year’s program and budget are subject to negotiations and appropriate 
staffing and cost controls.  

The MTA is responsible for the oversight and monitoring of its Contract with 
BRC. Among other provisions in the Contract, BRC is required to:

 � Conduct site visits to observe and record homeless outreach activity in 
Daily Activity Reports (Daily Reports) as well as the MTA’s Homeless 
Outreach Program (HOP) database; 

 � Use Daily Report data to produce standardized weekly, monthly, and 
annual reports related to established performance measures;

 � Recommend additional tracking mechanisms and performance criteria; 

 � Analyze tabulations and draw conclusions based on the data and staff 
observations and experiences to determine how outreach strategies 
should be modified for the short and long term; and 
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 � Not make any modifications except pursuant to supplemental 
agreements between BRC and the MTA.

The Contract requires three shifts of outreach services seven days per 
week: a morning shift from 7:00 a.m.–3:30 p.m., an evening shift from 
3:00–11:30 p.m., and an overnight shift from 11:00 p.m.–7:30 a.m. at Grand 
Central, Penn Station, and LIRR and Metro-North stations within New York 
City. According to MTA officials, although not part of the Contract, outreach 
workers are expected to conduct homeless outreach services for a minimum 
of four to five hours per shift (ranging from 47–59 percent of their time).  The 
Contract also contains specific provisions regarding BRC staffing levels. 
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Audit Findings and Recommendations

We determined that the MTA does not have sufficient oversight and 
monitoring controls over its Contract to ensure that BRC’s activities and 
outreach services are appropriate and contractually compliant. In addition, 
the MTA needs to develop additional quantifiable performance measures 
to provide a valid basis for determining whether BRC’s homeless outreach 
services are meeting expectations and whether the MTA is achieving its goal 
of maintaining a safe, secure transit environment by assisting homeless 
clients to appropriate shelters off MTA property.

Based on our announced (walk-along) and unannounced observations of the 
outreach workers’ activities at Penn Station, Grand Central, and LIRR and 
Metro-North stations within New York City, we determined that BRC outreach 
teams did not provide comprehensive outreach services during their station 
visits. For instance: 

 � On average, outreach workers spent about 26 percent of their time (2.2 
hours per shift) providing actual outreach services – far less than the 
expected range of 47 to 59 percent (4–5 hours per shift). In fact, the bulk 
of outreach workers’ time was spent in the BRC office (53 percent, or 
4.51 hours per shift).

 � We witnessed numerous instances where outreach workers appeared to 
intentionally isolate themselves inside the BRC office, unresponsive to 
clients who came seeking services.

We also found BRC’s standardized reports – and the basis for data analysis 
and informed outreach decision making – to be unreliable as they were based 
on inaccurate and/or incomplete data. Furthermore, the MTA does not have a 
process in place to verify BRC’s reported data. Without assurance of accurate 
data, the MTA cannot trust that homeless clients are being served as intended 
and that outreach is being directed to where it is needed most.

Contract Between MTA and BRC
Performance Measures
The MTA’s Contract with BRC identifies performance measures and criteria 
to track the outreach program success and outcomes, such as a decrease in 
average number of observances of homeless per overnight shift, a year-to-
date placement/contact ratio average minimum of 6 percent, and the number 
and type of placements (as defined by the New York City Department of 
Homeless Services [DHS]). However, we determined the Contract did not 
specify parameters that would constitute satisfactory performance regarding 
the number and type of placements nor a period of time for determining 
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outcome trends (e.g., quarterly, yearly, or over the life of the Contract). 
Further, while the Contract required BRC to recommend additional tracking 
mechanisms and performance criteria, MTA officials advised us that BRC had 
not made any such recommendations. 

Based on the Contract terms and BRC’s reporting, BRC’s overall performance 
regarding homeless observances per overnight shift is considered successful. 
However, the data that underlies these metrics is questionable, as discussed 
later in this report.  Additionally, other aspects of the Contract’s requirements 
were not met.  For March, June, and September 2018, we reviewed BRC’s 
Daily Reports to calculate the placement/contact ratios. Results are presented 
in Chart 1. 

BRC’s average minimum placement/contact ratio was 2.6 percent over these 
three months at all stations, ranging from a high of 4.76 percent at Penn 
Station in March 2018 to a low of 1.13 percent at LIRR outlying stations in 
September 2018 – far short of the expected 6 percent. The Contract does 
not attach a penalty for BRC not meeting the specified performance levels.  
Instead, it only requires that the MTA and BRC hold meetings and discussions 
to identify the underlying problems and develop solutions. 

Chart 1 – Placement/Contact Ratios for March, 
June, and September 2018*

 

*We did not include Metro-North outlying station data in the chart because the data was not materially 
significant.
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According to MTA officials, the information needed to track the success 
of the program is available from BRC’s Daily Reports and the MTA’s HOP 
database, and, with further analysis, the MTA can derive what it needs 
from these sources. They also advised us that, in January and February 
2019, they modified their meeting schedules and agendas to review BRC’s 
achievement of contracted performance goals and established milestones to 
address shortcomings. Further, MTA officials advised us that, in the January 
2019 supplement to the Contract, they established additional data collection 
requirements and metrics, which will inform the MTA whether homeless 
clients are placed in appropriate shelters off MTA property. They will use 
this further analysis to make amendments to the contracted performance 
standards in order to make them more meaningful and quantifiable. 

BRC Staffing
The Contract requires BRC to provide 3 independent living specialists, 
2 clinical supervisors, 3 shift supervisors/team leaders, and 25 outreach 
specialists (18 for Penn Station/LIRR and 7 for Grand Central/Metro-North) 
and a minimum of a 2-person team for each shift. In addition, employee 
vacancy is not to exceed 20 percent. Our review of BRC’s staffing reports 
submitted to the MTA for the period November 2017 through December 2018 
found that BRC did not meet Contract staffing requirements in the following 
ways: 

 � BRC came up short on required specialist and supervisory staff, 
providing only:

 ▪ 2 independent living specialists for 8 of the 14 months (57 percent). 

 ▪ 1 clinical supervisor for 7 of the 14 months (50 percent). 

 ▪ 2 shift supervisors/team leaders for 4 of the 14 months (29 percent).

 ▪ 16 to 24 outreach specialists for the entire 14-month period. 

 � For 3 of the 14 months (21 percent), the employee vacancy rate 
exceeded 20 percent. 

According to MTA officials, outreach staffing is reviewed monthly with BRC 
officials, and the MTA was aware of BRC’s staffing issues. When BRC staffing 
levels are below the Contract requirements, the MTA encourages BRC to use 
overtime, temporary staffing, and other staffing solutions to address shortfalls. 
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Outreach Time on Amtrak Level of Penn Station
Amtrak also operates in Penn Station and also contracted with BRC to 
provide homeless outreach services. Further, Amtrak provides office space 
at Penn Station for BRC staff.  As such, Amtrak and the MTA developed a 
coordinated outreach strategy. According to the original contract, “Joint tours 
with National Railroad Passenger Corporation (Amtrak) outreach workers 
are conducted twice per month.” The Contract states that joint tours with the 
Amtrak workers will be conducted “regularly” but does not stipulate a number 
of hours. According to MTA officials, “regularly” means “on a daily basis.” 
Amtrak’s contract provides homeless outreach services for only one shift per 
day: either 7:00 a.m.–3:30 p.m. or 10:00 a.m.–6:30 p.m.  For the two shifts 
not covered by Amtrak’s contract, the outreach services consequently fall to 
outreach workers assigned to the MTA Contract. 

The MTA’s Contract with BRC is intended to focus primarily on the LIRR 
level at Penn Station.  However, we found this was not the case, as outreach 
workers spent a considerable portion of their workday on the Amtrak level 
of Penn Station at the expense of LIRR-level outreach. We reviewed a 
judgmental sample of outreach workers’ total time reported on Penn Station’s 
Amtrak level in the HOP database for 36 shifts (12 in May 2018, 18 in 
June 2018, and 6 in September 2018). As shown in Chart 2, a significant 
percentage of MTA-contracted outreach workers’ time was spent walking the 
Amtrak level compared with the LIRR level.  Notably, the 8.5-hour overnight 
shift (11:00 p.m.–7:30 a.m.) – a period when Amtrak outreach workers are not 
available for joint tours – accounts for the largest portion of outreach workers’ 
time spent on the Amtrak level.

Chart 2 – Average Outreach Time on LIRR and Amtrak 
Levels for 36 Sampled Shifts

25.99%

74.01%

3:00 p.m. - 11:30 p.m.

Amtrak LIRR

54.85%

45.15%

7:00 a.m. - 3:30 p.m.

57.47%

42.53%

11:00 p.m. - 7:30 a.m.

24 25



12Report 2018-S-5

MTA officials stated that, given the movement of homeless within Penn 
Station, the homeless issue is best addressed station-wide.  According to 
MTA officials, designating a specified duration of joint outreach with Amtrak’s 
contracted staff will not provide a meaningful measure of services, nor will it 
necessarily achieve the goal of moving the homeless to appropriate shelters. 
The MTA does, however, recognize that a coordinated plan to engage the 
homeless at Penn Station involving all branches of outreach staff will facilitate 
more effective and efficient coverage of the station and should be based on 
where the homeless are positioned. MTA officials also advised us that each 
of the railroads operating within Penn Station (Amtrak, New Jersey Transit, 
LIRR) should be expected to provide proportionate levels of resources to 
support homeless outreach services. Consequently, MTA officials advised us 
that they are reengineering outreach coordination meetings with stakeholders 
at Penn Station to facilitate improved outreach.  

BRC-Reported Outreach Data
Homeless Contacts
From November 2017 to October 2018, BRC’s reported data generally 
indicated an initial increase in the number of homeless contacts at Penn 
Station and Grand Central, ebbing slightly during the first months of 2018, 
followed by a substantial increase in March 2018 and a general decrease until 
the final months (see Chart 3). As of October 2018, the reported number of 
homeless contacts was greater than in November 2017. 

Chart 3 – Reported Homeless Contacts at Penn Station 
and Grand Central, November 2017–October 2018
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However, as presented in the following sections of this report, our findings 
of inaccurate and incomplete data reported by BRC render these reported 
results questionable. As a result, the MTA is unable to determine with 
certainty whether homeless populations at Penn Station and Grand Central 
have increased or decreased, whether homeless clients are being served as 
intended, and whether outreach activities are being directed to where they are 
needed most. 

Data Collection and Analysis
As part of its homeless outreach services, BRC captures certain data 
regarding outreach activities during outreach tours – including number 
of homeless counted, number of homeless contacted, and number of 
placements – and records the data in the Daily Report. This data is then 
entered into BRC’s computer system, from which BRC generates several 
standardized reports, including its Weekly, Monthly, and Annual Reports. In 
addition, outreach workers also enter the data into the MTA’s HOP database.

Overall, we determined that the data in the Daily Reports and the HOP 
database contained inaccuracies and was incomplete. For example, for the 
time period of five of our observations at Grand Central, the HOP recorded 
that outreach workers spent 38 percent of their time performing outreach 
services and 25 percent in the office. However, our observations found those 
numbers to be 14 percent and 65 percent, respectively. For instance:

 � For the day shift on September 10, 2018, we observed two outreach 
workers reporting for work at 7:45 a.m. and 8:15 a.m., respectively. 
However, in the HOP, the two workers reported conducting homeless 
counts from 7:00–8:00 a.m. and engaging in homeless outreach services 
from 8:00–8:59 a.m. 

 � For the day shift on December 11, 2018, we observed that the outreach 
workers spent from 7:00–7:59 a.m. in the office. However, outreach 
workers reported in the HOP that they spent this time, until 8:00 a.m., 
performing a homeless count. We also observed that, from 9:21–10:17 
a.m., outreach workers were in the office, while outreach workers 
reported in the HOP that they were engaged in homeless outreach 
services during this time. 

Similar discrepancies were found during our observations at Penn Station as 
well as other outlying stations. Moreover, the MTA does not have a process in 
place to verify reported data. 

26 27



14Report 2018-S-5

Inaccurate Outreach Data in Standardized Reports
We reviewed a judgmental sample of the Monthly Reports – again for March, 
June, and September 2018 – and compared the data with the corresponding 
Daily Reports. For all three months sampled, we found differences in the 
number of contacts and placements recorded. For example, the March 
2018 Monthly Report for Penn Station contained 118 more contacts and 56 
more placements than the corresponding Daily Reports.  The March 2018 
Monthly Report for Grand Central contained 145 more contacts and 10 more 
placements than the corresponding Daily Reports. 

BRC’s Daily and Monthly Reports are the basis for data analysis and informed 
outreach decision making. Given the inconsistencies of the data and errors 
across data sources, however, they cannot be utilized to their maximum 
potential. Further, BRC officials are not being held accountable for any errors 
or mistakes because the MTA has not established any internal controls to 
ensure data accuracy. MTA officials acknowledged they do not conduct their 
own independent verification of the homeless counts at stations and instead 
rely on BRC to report accurately.

Data Discrepancies in Daily Reports and the HOP
BRC is responsible for entering, maintaining, and routinely updating client 
data in the HOP database and for reconciling the entries to identify any 
duplications. Given the wealth of information it stores, the HOP is a valuable 
analytical tool that the MTA could use to help improve delivery of homeless 
outreach services. 

We reviewed a judgmental sample of HOP database reports for four months – 
March 2015, June 2016, October 2017, and September 2018 – and compared 
the data with the Daily Reports. Our review found the information in the HOP 
to be inconsistent and/or incomplete, as follows: 

 � Whereas the HOP database indicated 13,684 homeless contacts during 
the sample period, the Daily Reports indicated 11,177 – a difference of 
2,507 (18 percent).

 � The HOP was missing outreach data for:

 ▪ 16 contacts at Grand Central in March 2015;

 ▪ 37 contacts at Penn Station in October 2017; 

 ▪ 19 contacts at Grand Central in October 2017; and

 ▪ All 33 contacts at LIRR Woodside station in September 2018.
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We also found issues with placement data recorded in the Daily Report and 
the HOP. For example:

 � For the December 11, 2018 morning shift, we did not observe outreach 
workers making any placements during our unannounced observation, 
whereas outreach workers reported a placement in both the Daily Report 
and the HOP. We consulted DHS’ Client Assistance and Rehousing 
Enterprise System (CARES) to verify the placement and found that the 
client was placed, but not on December 11, 2018 and not in the DHS 
facility indicated in the HOP. 

 � Our CARES verification of a random sample of 24 BRC placements 
recorded in the HOP between November 2017 and October 2018 found 
similar discrepancies. Of the 24 BRC placements, only 20 were recorded 
in CARES. For 11 of these, the placement date in the HOP did not match 
the date (or the next day for overnight shift placements) in CARES. 

MTA officials acknowledged they do not have internal mechanisms to review 
all the data collected by BRC, and they do not believe it useful to conduct 
comprehensive reviews of the entire set of data recorded. However, they 
recognized key data inputs are not currently being reviewed by the MTA for 
accuracy. Consequently, the MTA is initiating a quarterly audit program to 
review representative sets of BRC-reported data to ensure that it is accurate 
and complete and will require remediation of any discrepancies found. 

Homeless Outreach Performance and 
Observations
To determine the effectiveness of BRC’s homeless outreach 
services, we conducted a total of 24 announced and 
unannounced observations of outreach workers’ activities at 
Penn Station (11), Grand Central and outlying Metro-North 
stations within New York City (12), and an outlying LIRR station 
within New York City (1). Based on the data we compiled from 
these observations, we determined that, overall, outreach 
workers were not providing an adequate level of homeless 
outreach services based on the MTA’s expectations. Outreach 
workers for all stations (Penn Station, Grand Central, and other 
MTA rail stations) were spending, on average, about 26 percent 
of their time conducting outreach services – substantially less 
than the MTA-expected range of 47–59 percent – and half their 
time was spent in the BRC office (53 percent). Furthermore, as illustrated 
in the following sections, BRC is failing to assist homeless people as much 

During unannounced 
visits, we witnessed 
multiple scenarios 
in which outreach 
workers appeared to 
intentionally close 
the office and isolate 
themselves from active 
outreach, closing off  
services to clients 
seeking assistance.
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as possible in carrying out its responsibilities under the Contract, resulting 
in homeless clients being deprived of needed services, and the MTA is not 
adequately monitoring BRC’s provision of outreach services. 

In response to our findings, MTA officials advised us that, in December 2018, 
they initiated internal audits of BRC’s outreach efforts, which identified many 
of the same issues noted in this report. Based on the results of its internal 
audit, the MTA began to aggressively address shortcomings by establishing a 
quarterly monitoring program where MTA staff will observe outreach workers 
while they execute their duties and review their Daily Reports for accuracy. 
Further, the MTA will evaluate outreach workers over the most recent quarter 
to determine the adequacy of their outreach services. 

Penn Station
Outreach

 � Based on data we compiled from two full-shift unannounced visits, 
outreach workers spent about 3.54 hours per shift conducting outreach 
services, or 42 percent – compared with the expected range of 47–59 
percent. The rest of their time was spent in the office (58 percent). 

 � During the three full-shift announced observations, outreach workers 
spent, on average, about 3.17 hours per shift conducting outreach 
services, or 37 percent – compared with 3.67 hours, or 43 percent, spent 
in the office.  

Key Observations
During unannounced visits, we witnessed multiple scenarios in which 
outreach workers appeared to intentionally close the office and isolate 
themselves from active outreach, closing off services to clients seeking 
assistance. For example:

 � June 18, 2018; 1:15–4:00 p.m.: We observed no staff engaged in 
homeless outreach activity despite seeing BRC staff entering and 
leaving the BRC outreach office. At 2:05 p.m., a wheelchair-bound 
apparent homeless individual attempted to access the outreach office 
but left after receiving no response from BRC staff inside. Immediately 
after, another apparent homeless individual attempted to access the 
office but also left when there was no response. After the second 
individual’s departure, a BRC staff member placed a sign on the door 
indicating the office was closed. Three additional apparent homeless 
people came to the office door during the “Office Closed” time, two of 
whom were led away by Amtrak police officers. 
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 � June 19, 2018; 1:30–4:00 p.m.: Despite the presence of outreach 
workers in the BRC outreach office, four attempts to access the office 
by two apparent homeless clients were met with no response. Two other 
apparent homeless individuals were able to enter the office when their 
visit coincided with a BRC staff member either exiting or entering the 
BRC outreach office. 

 � June 21, 2018; 7:30–7:45 a.m.: We observed three apparent homeless 
individuals attempting to gain access to the BRC outreach office; 
however, no BRC staff responded.

 � December 11, 2018; 12:57–3:00 p.m.: While BRC staff were inside 
the BRC outreach office, an outreach worker placed a sign on the 
door closing the office until 7:00 a.m. the next day.  Although the sign 
was taken down at 1:51 p.m., in the interim, two apparent homeless 
individuals approached seeking services, with one choosing to sit 
and wait (see Figure). At 2:18 p.m., with staff still inside the office, an 
outreach worker placed another sign on the door indicating the team was 
out of the office and instructing people to instead “locate an officer within 
the station.” 

 � January 31, 2019; 2:30–2:55 p.m.:  We observed multiple apparent 
homeless individuals unserved and posing a potential hazard for 
themselves and LIRR customers: four lying on the floor, including two 

Figure – Apparent Homeless Individual Waiting
Outside BRC Outreach Office
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stretched out across the Hilton Passageway; one sleeping on the floor 
in front of, and blocking customers’ access to, a MetroCard machine on 
the LIRR level (entrance to the 1-2-3 subway); and another lying down in 
a stairwell in the Seventh Avenue subway entry. As we did not observe 
any outreach workers in uniform (wearing orange jackets for heightened 
visibility) walking the LIRR level, we concluded no homeless outreach 
was being conducted inside Penn Station during this time period. 
However, at 2:48 p.m., we saw an outreach worker not in uniform who, 
upon leaving the outreach office, posted a sign stating that outreach 
workers were currently on the floor and instructing clients in need of 
assistance to look for “orange jackets.” 

Grand Central
Outreach
Based on data we compiled from our ten observations at Grand Central, we 
determined that:

 � During the five unannounced full-shift visits, outreach workers spent 
about 1.16 hours per shift conducting outreach services, or 14 percent 
– much lower than the expected range of 47–59 percent. The bulk of 
their time – about 5.5 hours, or 65 percent – was spent in the office. 
For example, for the morning shift on September 10, 2018, outreach 
workers spent 6.45 hours in the office (76 percent) and engaged in only 
one outreach effort of 39 minutes (8 percent). The remainder of their 
time (1.40 hours, or 16 percent) was spent talking to MTA police or was 
accounted for by tardiness.

 � During the five announced full-shift visits, outreach workers spent, on 
average, 1.97 hours per shift conducting outreach services (23 percent) 
compared with 4.05 hours per shift spent in the office (48 percent). 
For example, for the day shift on September 17, 2018, we observed 
that outreach workers spent 4.25 hours (50 percent) in the office, 43 
minutes (8 percent) engaged in outreach efforts, and 3.15 hours (37 
percent) in round-trip travel to transport a homeless client to a shelter in 
Brooklyn, only to find out that the client already had housing and could 
not be accepted by the shelter. According to MTA officials, BRC workers 
are required to review CARES to determine whether a client is already 
assigned to a shelter before attempting a placement. 

 � The variances in outreach time and effort during our observations 
indicate the outreach team members performed tasks differently when 
they knew they were being observed. During announced visits, outreach 
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workers not only spent more time per shift conducting outreach (23 
percent vs. 14 percent), but also more time conducting homeless counts 
(10 percent vs. 4 percent) and less time in the BRC office (48 percent vs. 
65 percent during unannounced observations). 

Key Observation
During our observations, we often observed limited or no BRC homeless 
outreach service efforts during the “lunch rush” (11:00 a.m.–2:00 p.m.) in 
Grand Central’s dining concourse. As a result, much of the seating intended 
for dining patrons was taken up by homeless clients, some of whom appeared 
to be asleep. 

Other MTA Rail Areas
Outreach

 � During our announced observation visits at outlying LIRR stations within 
New York City and overnight visits to Grand Central and outlying Metro-
North stations within New York City, we found that, in all cases, outreach 
workers’ efforts fell far below the expected range of 47–59 percent  (see 
Table below).

Summary of Findings at Outlying LIRR Stations Within New York City 
and Grand Central and Outlying Metro-North Stations Within 

New York City

Outlying LIRR Stations
Category Time Spent (Hours) Percent

Outreach 2.05 24%
In Office 3.30 39%
Holding Post* 1.53 18%
Travel 1.62 19%
Totals 8.50 100%

Grand Central/Outlying Metro-North Stations (Overnight)
Category Time Spent (Hours) Percent

Grand Central 
Outreach

1.98 23%

Outlying Metro-
North Outreach

0.77 9%

In Office 4.65 55%
Travel 1.10 13%
Totals 8.50 100%

*Stationary observation 
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 � During our overnight observation at Grand Central, we observed 15 
apparent homeless individuals in the barricaded entrance to the 42nd 
Street Passage (according to MTA officials, this area is commonly used 
as a shelter during Grand Central’s closed hours of 2:00–5:00 a.m.). 
Although outreach workers were present, for this period they engaged 
with only 8 of the 15 individuals.

Modification of Contracted Work
During an unannounced observation of the morning shift on December 3, 
2018 at the LIRR Jamaica station, we did not observe BRC performing any 
homeless outreach. According to BRC officials, as of November 1, 2018, they 
no longer perform homeless outreach services at LIRR stations within New 
York City during the morning and evening shifts; outreach is only performed 
Sunday through Thursday during the overnight shift. However, we note there 
was no supplemental agreement between BRC and the MTA, as required, 
to support this change. When questioned, MTA officials informed us that the 
LIRR had requested a reduction in coverage for its outlying stations, from 
three shifts per day to one overnight shift five days per week.  At that time, 
we requested documentation from MTA officials to support the reduction of 
homeless outreach services. The MTA informed us that, as of February 5, 
2019, the required supplemental agreement was pending. 

Recommendations
1. Ensure BRC meets established performance measures, and develop 

and establish additional quantifiable performance measures for the 
Contract.

2. Ensure BRC provides the Contract’s required outreach worker staffing 
levels.

3. Monitor outreach workers to ensure they are providing a sufficient level 
of outreach services on MTA properties.

4. Negotiate with each of the railroads operating within Penn Station to 
provide proportionate levels of resources to support homeless outreach 
services. 

5. Develop and establish internal controls to ensure that BRC’s reported 
data is accurate and complete, and use the available data to make 
informed managerial decisions.

6. Ensure BRC’s compliance with the CARES verification requirement 
when making placements.
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Audit Scope, Objectives, and Methodology

The audit objectives were to determine whether the MTA has appropriate 
oversight and monitoring controls over its homeless outreach services 
contract and whether the MTA has met its goal in assisting homeless clients 
to appropriate shelters off MTA property.  Our audit covered the period 
January 1, 2015 through February 4, 2019. 

To accomplish our objectives and assess the relevant internal controls related 
to MTA monitoring of its homeless outreach services Contract, we interviewed 
key personnel from the MTA and BRC. We also reviewed standardized 
progress reports (e.g., Daily and Monthly Reports) as well as available 
electronic data (e.g., the HOP) to determine whether BRC was implementing 
the Contract according to the agreed-upon terms. We conducted announced 
and unannounced visits to Penn Station, Grand Central, and the outlying 
LIRR and Metro-North stations within New York City to corroborate BRC’s 
efforts and reported data. We also selected a judgmental sample of HOP data 
for comparison with Daily Reports to corroborate data accuracy. A judgmental 
sample by definition cannot be projected to the population. To determine 
BRC’s outreach worker staffing levels, we reviewed BRC staffing reports for 
14 months from November 2017 through December 2018.
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Statutory Requirements

Authority
The audit was performed pursuant to Article X, Section 5 of the State 
Constitution and Section 2803 of the Public Authorities Law.

We conducted our performance audit in accordance with generally accepted 
government auditing standards. These standards require that we plan 
and perform the audit to obtain sufficient, appropriate evidence to provide 
a reasonable basis for our findings and conclusions based on our audit 
objectives. We believe that the evidence obtained during our audit provides 
a reasonable basis for our findings and conclusions based on our audit 
objectives. 

In addition to being the State Auditor, the Comptroller performs certain other 
constitutionally and statutorily mandated duties as the chief fiscal officer of 
New York State. These include operating the State’s accounting system; 
preparing the State’s financial statements; and approving State contracts, 
refunds, and other payments. In addition, the Comptroller appoints members 
to certain boards, commissions, and public authorities, some of whom 
have minority voting rights. These duties may be considered management 
functions for purposes of evaluating organizational independence under 
generally accepted government auditing standards. In our opinion, these 
management functions do not affect our ability to conduct independent audits 
of program performance.

Reporting Requirements
We provided a draft copy of this report to MTA officials for their review and 
formal comment. Their comments were considered in preparing this final 
report and are attached to it. In their response, MTA officials agreed with our 
recommendations and indicated they have already taken steps to address 
them. Our response to certain MTA comments are included in the report’s 
State Comptroller’s Comments.

Within 90 days after the final release of this report, as required by Section 
170 of the Executive Law, the Chairman of the Metropolitan Transportation 
Authority shall report to the Governor, the State Comptroller, and the 
leaders of the Legislature and fiscal committees advising what steps were 
taken to implement the recommendations contained herein, and where the 
recommendations were not implemented, the reasons why.
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Agency Comments
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24Report 2018-S-5
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25Report 2018-S-5

Comment 1

Comment 1

Comment 2
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26Report 2018-S-5

Comment 1
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28Report 2018-S-5

State Comptroller’s Comments

1. The MTA’s statement that it “already complies with this recommendation” is misleading. It 
was only after our audit fieldwork concluded that the MTA took these steps based on our 
recommendation at that time.

2. To ensure operational success, the MTA must make sure that BRC provides adequate 
staffing in order to maximize the ability of BRC outreach workers to access homeless 
clients. Staffing vacancies means fewer opportunities for BRC to assist homeless clients 
to appropriate shelters off MTA properties. 
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NEW YORK STATE COMPTROLLER 
PRESS RELEASE

Comptroller DiNapoli’s press release highlights the   
significance of the audit’s findings, and the recommendations 
to help the homeless and improve safety in the transit 
system. 

4.
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DiNapoli: MTA’S Homeless Outreach Program Didn’t Do Much Outreach
Auditors Observed Outreach Workers Repeatedly Ignoring Homeless,

Hanging a “Closed” Sign While Still in the Office

July 23, 2019

The Metropolitan Transportation Authority (MTA), and homeless New Yorkers, have been shortchanged by the nonprofit hired to provide 
outreach services at Penn Station, Grand Central and elsewhere, according to an audit released today by New York State Comptroller 
Thomas P. DiNapoli.

“Straphangers and commuters can see firsthand that homelessness is a growing problem in the transit system, but the MTA is not doing 
enough to oversee its own outreach program,’ DiNapoli said. “The nonprofit the MTA hired has turned away homeless men and women 
seeking assistance. Some outreach workers spent more time in the office than reaching out and filed inaccurate and unreliable outreach 
reports. The MTA is not getting what it paid for and riders and the homeless are suffering for it.’

Since 2010, the MTA has contracted with the nonprofit Bowery Residents’ Committee (BRC) to provide homeless services at Penn Station, 
Grand Central, and outlying Long Island Rail Road (LIRR) and Metro-North stations. The contract calls for BRC to conduct homeless 
counts, outreach and placement, and report to the MTA daily, weekly and monthly. BRC’s reports are used in the MTA’s Homeless 
Outreach Program (HOP) database.

DiNapoli’s auditors found that BRC was only doing a fraction of the work it is required to do under its contract. The MTA officials told 
auditors they expect BRC workers to spend most of their time — 4-5 hours per 8.5 hour shift — performing outreach services. DiNapoli’s 
auditors found workers at Penn Station, Grand Central and other MTA rail stations spent, on average, 2.2 hours per shift doing outreach. 
They spent the bulk of their time — 4.5 hours on average — in the office.

Penn Station

• Homeless seeking services ignored. On multiple days, auditors saw numerous instances of workers ignoring homeless people 
knocking on the door of the outreach office in Penn Station, where they sometimes hung a “closed” sign on the door even though 
outreach workers were inside.

• Workers kept outreach office closed to homeless. On one visit, around 1 p.m., workers inside the outreach office put up a sign saying 
closed until 7 a.m. Not long after, two homeless individuals came seeking services. One chose to sit and wait. At 1:51 p.m., outreach 
staff, who were still in the office, replaced the sign with one that said the team was out of the office and to “locate an officer within 
the station.’

• Homeless left unassisted. During another visit auditors saw multiple unserved homeless posing potential hazards to themselves and 
LIRR riders. Four were lying on the floor, including two stretched across a busy passageway and one sleeping in front of a MetroCard 
machine. Auditors observed a worker leave the outreach office and post a sign saying outreach workers were on the floor in orange 
jackets, though none were in sight.

Grand Central

• Minimal time spent on outreach efforts. During five unannounced visits auditors saw workers spend just over one hour per shift (14 
percent of their time) doing outreach. One day consisted of a single outreach effort lasting 39 minutes. During announced visits, 
workers spent about 2 hours per shift on outreach and more time on homeless counts and less time in the office.

• Inefficient time management reduces outreach. One day workers spent half their time (4.25 hours) in the office, 43 minutes 
doing outreach and over three hours taking a client to a shelter in Brooklyn where they learned the client already had a housing 
assignment and could not be accepted. Workers are required to check the city’s shelter assignment database before attempting a 
placement.

• Inadequate outreach impacts rider services. During lunch hours 11 a.m.-2 p.m. there was limited or no outreach efforts and much of 
the seating in Grand Central’s dining concourse intended for customers was taken up by homeless clients.

• Outlying Stations minimal outreach, reduced coverage. At outlying Metro-North Railroad and LIRR stations within New York City, 
auditors found, in all cases, that outreach efforts accounted for far less than the 4-5 hours per shift the MTA expected. When auditors 
saw no outreach at Jamaica Station they were informed that outreach efforts at LIRR stations within NYC were only taking place on 
overnight shifts Sunday through Thursday. There was no documentation to support this reduction in coverage and to the contract 
terms.
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DiNapoli: MTA’S Homeless Outreach Program Didn’t Do Much Outreach
Auditors Observed Outreach Workers Repeatedly Ignoring Homeless,

Hanging a “Closed” Sign While Still in the Office

BRC daily reports are entered into the MTA’s database, but they contain inaccuracies and are incomplete. For example:

• Auditors saw two Grand Central outreach workers report to work at 7:45 and 8:15 a.m. They later reported that they conducted 
homeless counts from 7-8 a.m. and did outreach services from 8-8:59 a.m.

• Auditors saw Grand Central outreach workers in their office from 7-7:59 a.m., who reported that they spent this time conducting 
a homeless count. Workers were again in the office, from 9:21-10:17 a.m., yet reported they were conducting homeless outreach 
services at that time.

• Auditors did not observe any placements during a morning shift, although workers later reported a placement to the MTA. When 
auditors went to verify it, they found a placement occurred, but not that day and not to the program BRC listed.

• Similar discrepancies were found at Penn Station and outlying stations.

When auditors found BRC’s data didn’t add up, they checked its monthly reports against their daily reports and found more problems. For 
example:

• BRC’s March 2018 report for Penn Station had 118 more homeless contacts and 56 more placements than the daily reports.

• BRC’s March 2018 report for Grand Central had 145 more homeless contacts and 10 more placements than the daily reports.

MTA has no way to verify the data BRC reports. Entering inaccurate information into the MTA’s database weakens the tool for analyzing 
trends and improving services to the homeless.

At Penn Station, MTA and Amtrak have separate contracts with BRC to conduct outreach to homeless on their different floors. Amtrak 
and MTA have a coordinated outreach strategy and conduct joint tours, but Amtrak’s contract only provides outreach for one shift a 
day. For the other two shifts, outreach falls to workers under the MTA’s contract, which calls for outreach workers to focus on the LIRR 
level. However auditors observed that MTA-contracted workers spent much of their time, sometimes more than half, on the Amtrak 
level at the expense of LIRR-level outreach.

BRC often did not have the number of outreach and supervisory staff that the 14-month contract required. The contract requires BRC 
to have three independent living specialists, two clinical supervisors, three shift supervisors, and 25 outreach specialists (18 for Penn 
Station/LIRR and seven Grand Central/Metro North). The audit found that for months on end, positions went unfilled, with employee 
vacancy rate of 21 percent in three months of the contract, a violation of its terms.

DiNapoli offered a number of recommendations to the MTA including that it:

• Develop new verifiable performance measures for its contract with BRC and hold the nonprofit to them.

• Monitor outreach workers to ensure they are providing the services to the homeless.

• Negotiate with railroads using Penn Station to establish equitable resources to support homeless outreach.

• Create controls to verify BRC’s reported data and use it to inform decisions

In response to the audit, the MTA has created a monitoring program, and begun evaluating outreach workers and amending its metrics 
for performance of homeless outreach. The MTA’s full response is included in the audit.

The audit can be read and downloaded here.

DiNapoli released audits earlier this year that focused on homeless outreach programs overseen by LIRR and Metro-North Railroad at 
outlying commuter rail stations. The findings of all three audits of homeless outreach programs on MTA properties are summarized in a 
wrap up report that was also released today and is available here.

Find out how your government money is spent at Open Book New York. Track municipal spending, the state’s 160,000 contracts, billions 
in state payments and public authority data. Visit the Reading Room for contract FOIL requests, bid protest decisions and commonly 
requested data.

Albany Phone: (518) 474-4015 Fax: (518) 473-8940
NYC Phone: (212) 383-1388 Fax: (212) 681-7677

Internet: www.osc.state.ny.us
E-Mail: press@osc.state.ny.us
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EXHIBITS RELATED TO OUTCOMES
5.

Government performance audits drive public policy to 
improve government operations. The following exhibits 
provide a comprehensive picture of the outcomes related 
to this audit – demonstrating how OSC’s audit is effecting 
positive change.
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The Governor’s Letter to the MTA Board
5.1

The Governor issues a letter to the MTA Board of Directors 
urging them to address the increasing problem of 
homelessness in the NYC transit system – see yellow 
highlights.

50



JULY 12, 2019 Albany, NY

Governor Cuomo Issues Letter to MTA Board of
Directors Urging Them to Address as Part of
Reorganization Plan the Increasing Problem of
Homelessness on the Subways

Governor Andrew M. Cuomo today issued a letter to the MTA Board of Directors urging them to address 
as part of their Reorganization Plan due at the end of the month the increasing problem of 
homelessness on the subways. 

The full text of the letter is available below: 

To: MTA Board of Directors 

The Reorganization Plan due at the end of this month provides the opportunity for another profound 
reform of the MTA. 

As we know, as a starting point, the plan must institutionalize the lessons learned from the Subway 
Action Plan and implement the new management systems necessary to continue the recent progress. 
The extraordinary interventions of the Subway Action Plan - financial and operational - are 
unsustainable and the reorganization must now incorporate those procedures, methods and systems. 
The plan obviously must address the "time and attendance" problem as one of the failed management 
systems. 

The Reorganization Plan will become a component of the overall transformation of the MTA. Legally 
mandated fundamental reforms were passed in this year's legislative session. Mandatory debarment of 
bad contractors, mandatory use of design-build construction, congestion pricing, limited fare increases, 
a forensic audit and a new Capital Plan Review Board are major transformational reforms. 
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These measures are combined with the recent Fare Evasion task force announcement, providing 500 
additional uniformed officers to protect workers and address the increasing fare revenue loss. The MTA 
will also shortly commence a Train Speed and Safety Review effort, which will address the union's long 
standing and understandable practice of driving trains slower than posted speed limits due to improperly 
calibrated speed signals. The trains throughout the system will move faster and commutes will be shorter. 
New technology for train navigation systems is being explored and a Cornell Technion Conference for 
new ideas and vendors is being set up.

There is one additional major issue that needs to be addressed and I believe should be included in the 
Reorganization Plan. Namely, the increasing problem of homelessness on the subways. 

While crime may reportedly be down on the subways, the number of homeless people is up, and it is 
directly impacting service to riders. 

In 2018, there were 1,771 homeless people living in the subway — that number surged to 2,178 in 2019, 
an increase of 23%. According to the MTA's own statistics, trains were delayed 659 times in 2018 by 
homeless people who were walking on tracks, and engaging in disruptive and often dangerous 
behavior including blocking train doors—a staggering 54% increase from the 428 homeless related delays 
in 2014. And that number is getting worse: in the first three months of this year, the MTA reports that 
there have already been 313 homeless related train delays. Over the last decade, the number of incidents 
more than tripled, from 254 in 2008 to 856 last year. 

New Yorkers are unfortunately accustomed to having homeless issues on the trains and in the terminals 
during the winter months, but this has now become a year-round phenomenon. Homeless people often 
pose a danger to themselves and others. This is another example of a problem long discussed but short 
on constructive progress. The discussion has had the NYPD point to the MTA and the MTA point to the 
NYPD. Let's end that exercise and point forward. 

There is no "reinvention of the wheel" necessary in this case. We are all familiar with the issues and 
challenges of helping the homeless. Our experience in New York City goes back to the Ed Koch 
administration. Society serves no one by allowing homeless individuals who need help to inhabit the 
subways. Let's actually focus on helping the homeless, rather than political posturing. This is not an issue 
of helping the homeless or the subway riders; that is a false choice. We must serve both. 

There is one additional major issue that needs to be addressed and I believe should be included in the
Reorganization Plan. Namely, the increasing problem of homelessness on the subways.

While crime may reportedly be down on the subways, the number of homeless people is up, and it is
directly impacting service to riders. 

In 2018, there were 1,771 homeless people living in the subway — that number surged to 2,178 in 2019,
an increase of 23%. According to the MTATT 's own statistics, trains were delayed 659 times in 2018 by AA
homeless people who were walking on tracks, and engaging in disruptive and often dangerous

ysbehavior including blocking train doors—a staggering 54% increase from the 428 homeless related delay
in 2014. And that number is getting worse: in the first three months of this year, the MTA reports that rr

sthere have already been 313 homeless related train delays. Over the last decade, the number of incident
more than tripled, from 254 in 2008 to 856 last year. 

New Yorkers are unfortunately accustomed to having homeless issues on the trains and in the terminals
during the winter months, but this has now become a year-round phenomenon. Homeless people often
pose a danger to themselves and others. This is another example of a problem long discussed but short
on constructive progress. The discussion has had the NYPD point to the MTA and the MTA point to the 
NYPD. Let's end that exercise and point forward. 

There is no "reinvention of the wheel" necessary in this case. We are all familiar with the issues and
challenges of helping the homeless. Our experience in New York City goes back to the Ed Koch 
administration. Society serves no one by allowing homeless individuals who need help to inhabit the
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of helping the homeless or the subway riders; that is a false choice. We must serve both.
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I began my career working with the homeless in my 20s. I was in charge of Federal homeless policy 
during the Clinton administration. As HUD Secretary and as Governor of New York, I have provided more 
funding to help the homeless than any of my predecessors. The MTA currently spends millions in funding 
social service providers to help the homeless in this system. What is that money going toward? What are 
they doing? What are "we" doing? The simple and plain truth is that too many mentally ill people are 
housed in our jails and left to our streets. It is a great undeniable and societal failure on all levels. It is not 
progressive, practical, humane, justifiable or tolerable. The MTA must develop a comprehensive outreach 
plan that coordinates MTA personnel, social service providers and shelter and supportive housing 
providers to help the homeless out of the system and into safe, supportive environments. If the MTA 
needs more police or social service providers, now is the time to make that adjustment. Hire them and 
include it in the Reorganization Plan. 

As Governor, I believe history will judge us by what we actually accomplished or failed to accomplish. Our 
focus must be on achieving results, rather than political rhetoric or bureaucratic process. I also believe we 
must seize the moment for change when the moment presents itself. In this state, we passed a series of 
national precedents by seizing the moment for change. 

After 50 years of different degrees of dysfunction, the MTA, which was flawed from inception, can now 
reshape itself and the service it provides to be the first-class organization New Yorkers deserve. 

Change is possible. Two years ago the system faced a crisis, and with the Subway Action Plan we 
aggressively implemented a centralized emergency management system that showed that, despite the 
bureaucracies' resistance to change, with a new way of doing business, real progress could be achieved. 
Our success in completing the Second Avenue Subway extension to 96th street, and doing it on time, 
when the MTA bureaucracy had given up, showed the same possibility. Recently, the new plan on the L 
train tunnel construction, while disturbing the MTA bureaucracy, also showed a better way forward and 
greatly helped riders. 

There are no small solutions to big problems and the MTA has nothing but big problems. However, we 
have also shown we can make big reforms. The Port Authority is now finally building new LaGuardia and 
JFK airports. The Thruway Authority built a new Tappan Zee Bridge. The State Parks agency just rebuilt 
Jones Beach. Empire State Development is completing the 30-year delayed Moynihan train station. The 
MTA can be reformed as well. 

I began my career working with the homeless in my 20s. I was in charge of Federal homeless policy
during the Clinton administration. As HUD Secretary and as Governor of New Y e ork, I have provided moreYY
funding to help the homeless than any of my predecessors. The MT g A currently spends millions in fundingTT
social service providers to help the homeless in this system. What is that money going toward? What are
they doing? What are "we" doing? The simple and plain truth is that too many mentally ill people are

thoused in our jails and left to our streets. It is a great undeniable and societal failure on all levels. It is not
h progressive, practical, humane, justifiable or tolerable. The MTA must develop a comprehensive outreach

plan that coordinates MTA personnel, social service providers and shelter and supportive housing
providers to help the homeless out of the system and into safe, supportive environments. If the MTA TT
needs more police or social service providers, now is the time to make that adjustment. Hire them and
include it in the Reorganization Plan.
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The Reorganization Plan legally due by the end of July provides the opportunity to not only address the 
administrative changes but also the protracted issue of homelessness in the MTA, and you should 
demand that it does and that the plan be compassionate, pragmatic and effective. 

I urge you to seize this moment to remake the MTA. This opportunity may not come again. Taken 
together, the initiatives passed in law and already announced will reshape the MTA. 

With a new path on public safety, contracting, tolling, construction, train speed, capital planning, financial 
integrity and a new organizational model and plan to help the homeless, the MTA will provide a 
fundamentally better service. 

While bureaucratic change always brings disruption and controversy, for the MTA, the unwillingness or 
inability to change continues the status quo and ensures failure. 

The moment is upon us and I am excited about the possibility. 

Sincerely, 

Governor Andrew M. Cuomo

Contact the Governor's Press Office
 Contact us

by phone:

Contact us
by email:

Albany:  (518) 474 - 8418 
New York City:  (212) 681 - 4640

Press.Office@exec.ny.gov
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OSC Infographic of the MTA/NYS Homelessness 
Task Force Recommendations

5.2

This infographic represents one of the most significant 
outcomes of the audit – the State’s Five-Point Plan for 
comprehensive reform.
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OSC AUDIT SPURS THE GOVERNOR’S PLAN 
TO ADDRESS HOMELESSNESS

IN THE NEW YORK CITY TRANSIT SYSTEM

Provide Oversight

Coordinate and
Engage Stakeholders

Educate Ridership

Grow Police Force

Deploy

Emerge
ncy 

Te
ams

Task Force
Recommenda�ons:

Five-Point Plan
for Comprehensive

Reform

1    New York State Office of Temporary and Disability Assistance 
2    New York City Department of Homeless Services 

The MTA Office of the Inspector General will 
provide independent oversight and evalua�on of 
the implementa�on of these recommenda�ons.

Provide Oversight

MTA will work closely and coordinate with 
OTDA and other partners to connect individuals 
seeking shelter in the transit system with 
appropriate services.

Coordinate and Engage 
Stakeholders

MTA will grow its police force by at least 50 
percent to keep the transit system safe and 
secure and to further support outreach efforts.

Grow Police Force

NYS OTDA1 will deploy emergency teams to 
deliver enhanced outreach services within the 
transit system, and NYC DHS2 will significantly 
strengthen its homeless services on a permanent 
basis.

Deploy Emergency Teams

MTA will undertake a public awareness 
campaign to educate ridership about applicable 
rules and regula�ons as well as assistance 
available for those experiencing homelessness.

Educate Ridership
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MTA/NYS Homelessness Task Force 
Recommendations

5.3

The Task Force recommendations reflect the significant 
resources and attention needed to address the growth of 
homelessness in the transit system.
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Background 
Each day hundreds of individuals experiencing homelessness in New York City inappropriately seek shelter within the 
Metropolitan Transportation Authority’s (MTA) transit system. Every January, New York City conducts a Point-in-Time 
count to obtain an unduplicated count of sheltered and unsheltered homeless individuals and families.  In 2019, the 
Point-in-Time count identified 2,178 homeless individuals within the MTA system, this number was up by more than 20 
percent from the 2018 count of 1,771 and is a higher percentage increase than the overall homeless rate of growth 
within New York City.1 This disproportionate upward trend is unacceptable. Homelessness in the subway system is a 
disservice to both those individuals experiencing homelessness and to the MTA’s 8 million daily riders. 

To date, even after large efforts and investment by the MTA, the problem of homeless individuals inappropriately 
residing within the transit system persists.   As a result, 
significant portions of the MTA system are functioning as ill-
equipped, de facto shelters.   

This leads to panhandling and sanitary issues on trains and 
in stations, which are not appropriate places for New 
Yorkers to be living. Those experiencing homelessness who 
inappropriately seek shelter in the transit system are often 
not connected with agencies and organizations that can 
provide them with housing services and other supports so 
many of them need.  

New York City is legally obligated to house all individuals who are experiencing homelessness and request shelter, as 
well as to provide a broad array of other services.  Anyone who is homeless, including those inappropriately seeking 
shelter within the transit system, can access appropriate shelter services provided by the New York City Department of 
Homeless Services (NYC DHS).  

In addition to these challenges, the MTA is in the midst of a significant reorganization and transformation. This 
reorganization provides an important opportunity for the MTA to rethink its operations including its response to issues 
such as homelessness. This is the right time and right opportunity for MTA to evaluate the safety and comfort of its 
system, its approach to a population in need but inappropriately seeking shelter in the transit system, and to assess its 
working relationship with partner agencies and other organizations. 
MTA and the New York State Office of Temporary and Disability Assistance (OTDA) have been tasked with developing a 
plan to significantly reduce the number of homeless individuals inappropriately seeking shelter in the transit system, 
including stations such as Penn, Grand Central, and those in Jamaica where homelessness has also impacted commuter 
lines. 

The MTA formed a task force with OTDA, the New York State Office of Mental Health (OMH), the Department of Health 
(DOH), and the Office of Alcoholism and Substance Abuse Services (OASAS).  This Task Force was charged with delivering 
a set of recommendations to the MTA Board of Directors for actions to address the growing number of homeless 
individuals seeking shelter within the MTA system.   

MTA’s priority is and must remain the safety, security, and comfort of riders, and the efficient operation of the system. 

                                                
1 “NYC Homeless Outreach Population Estimate 2019 Results,” New York City Department of Homeless Services.  
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 The task force’s recommendations are: 
 

1. NYS OTDA will continue to deploy emergency teams to deliver enhanced homeless 
outreach within the transit system and will require the NYC DHS to significantly 
enhance its existing homeless services on a permanent basis to better address the 
needs of those who are seeking shelter within the MTA system.  

 

2. MTA will grow its police force by at least 50% to keep the transportation system safe 
and secure. A portion of this expanded force will support the outreach efforts to help 
those in need access shelter or other services. 
 

3. MTA will do more to publicize longstanding MTA Rules of Conduct and to inform the 
ridership about applicable rules and regulations as well as assistance available for 
those experiencing homelessness. 

 

4. MTA will work closely and coordinate with OTDA, and other appropriate partners 
particularly when engaging with individuals inappropriately seeking shelter in the 
transit system. 

 

5. The taskforce recommends the MTA Office of Inspector General provide oversight of 
the implementation of these recommendations.   
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1. NYS OTDA will continue to deploy emergency 
teams to deliver enhanced homeless outreach 
within the transit system and will require the NYC 
DHS to significantly enhance its existing homeless 
services on a permanent basis to better address 
the needs of those who are seeking shelter 
within the MTA system.  

As a result of increased need to address homelessness within the transit system, since mid-August OTDA and the MTA 
have mobilized staff to provide outreach and service connection to individuals in need, as well as coordinate this 
outreach with MTA efforts to increase enforcement of MTA Rules of Conduct.  These emergency outreach teams have 
engaged with hundreds of individuals each night, making connections to needed services.  

This emergency effort has had the dual purpose of enabling OTDA to deliver services immediately in a crisis and to 
better assess the needs of those who are homeless and inappropriately residing within the transit system.  As a result, 
OTDA has identified key areas for enhanced engagement by NYC DHS including the need for a dramatic increase in 
consistent outreach during overnight hours.  In response: 

• On an emergency basis, OTDA will continue to provide direct outreach to individuals seeking shelter in the 
transit system, including the commuter rails, to help these individuals access needed shelter and services, 
including mental and physical health needs and services to special populations like homeless Veterans and 
individuals with developmental disabilities and substance use disorder. 

• OTDA will continuously evaluate the need to provide direct services, and will stop providing them when the 
situation has improved and can be sustained by DHS alone. 
  

• OTDA will dedicate staff resources to inspect homeless outreach efforts of NYC DHS and its contracted 
providers. 
 

• OTDA will require NYC DHS to significantly enhance their homeless services and to expand overnight outreach 
within the transit system at locations identified by MTA and OTDA as most critical.  NYC DHS will be expected to 
coordinate this outreach with OTDA outreach staff and MTA efforts to enforce transit Rules of Conduct.   
 

• OTDA will require NYC DHS to make these improvements quickly and will hold NYC DHS to strict performance 
standards and require regular reporting of performance metrics. 
 

• The MTA will deploy a sufficient number of police to support effective outreach services during overnight hours 
and ensure safety. 
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• OTDA and NYC DHS will develop policies and procedures to best provide services to those who are homeless and 
residing in the transit system, including those that will increase the extent to which these individuals engage in 
needed services and shelter.    
 

• OTDA, in conjunction with MTA and local partner agencies will develop and establish internal controls to ensure 
the reported homeless outreach data is complete and accurate. Data will be used to make informed decisions 
about how best to deliver services and implement changes in real time.    
 

• OTDA will routinely report to the MTA Board on the status of implementation strategies and outcomes 
associated with OTDA and NYC DHS’ outreach to homeless individuals inappropriately residing in the transit 
system, as well as the ongoing level of MTA’s operational support.  
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2. MTA will grow its police force by at least 50% to 
keep the transportation system safe and secure. 
A portion of this expanded force will support the 
outreach efforts to help those in need access 
shelter or other services.   

• The MTA will grow its police force by recruiting and hiring additional officers in 2019 and 2020.   
 

• The MTA will continually evaluate and redeploy MTA Police in order to ensure the safety of transit workers and 
riders, including those who are homeless. 
 

• MTA Police will continue its close coordination with the New York City Police Department (NYPD) Transit Bureau 
to efficiently and effectively serve users of the transit system and to increase the police presence on subway 
cars. 
 

• MTA Police will enforce the MTA Rules of Conduct. This includes providing a routine presence within the transit 
system as well as in stations. 
 

• MTA Police will increase enforcement efforts regarding overnight stays on subway cars and panhandling within 
the transit system. Outreach activities will support this effort by helping those in need access shelter or other 
services. 
 

• The MTA will coordinate enforcement of the MTA Rules of Conduct with the ongoing effort to reduce fare 
evasion. This coordination is a critical component to reduce use of the subway for non-approved purposes.
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3. MTA will do more to publicize MTA Rules of 
Conduct and to inform the ridership about 
applicable rules and regulations as well as 
assistance available for those experiencing 
homelessness.  

 

• The MTA will improve compliance with the MTA Rules of Conduct to enhance the rider experience for all 
customers. 
 

• The MTA will strategically display the Rules of Conduct throughout the transit system. 
 

• The MTA will review New York City Transit, Metro-North Railroad and the Long Island Rail Road Rules of Conduct 
and propose any needed plain language changes to improve consistency among agencies as needed and to 
provide clarity regarding the appropriate interpretation of those rules to aid in enforcement. 
 

• The MTA will provide any required training to ensure station employees, including station staff and train 
operation staff, understand the MTA Rules of Conduct and how to report and/or address any violations.  

 
• Riders and transit workers will be provided information by the MTA that will enable them to report individuals 

using the transit system for non-approved purposes and to understand meaningful ways to support those 
experiencing homelessness.  

 
• A media campaign will inform the public that: 

 
- Panhandling is not permitted on subway platforms or in trains and will advise riders that giving to 

panhandlers is not the best way to help those in need of assistance. 
 
- Extensive services are available in New York City to help individuals who are experiencing homelessness 

and how to best access these services. 
 

• OTDA and other task force agencies will work with the MTA to develop these outreach campaigns and provide 
appropriate information about resources and services available.  
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4. MTA will work closely and coordinate with OTDA 
and other appropriate partners particularly when 
engaging with individuals inappropriately seeking 
shelter in the transit system. 

 

The MTA will deploy resources as needed to enable homeless outreach efforts to effectively operate within the MTA 
system, including MTA leadership and MTA Police.  MTA leadership will support NYC DHS’ homeless outreach efforts and 
OTDA’s outreach and inspection teams and will ensure a coordinated and effective use of resources to reduce the 
number of individuals who are experiencing homelessness in the transit system. The MTA will:   

 
• Provide resources to support effective outreach to individuals who are homeless and inappropriately seeking 

shelter in the transit system.   
 
- These resources will include deployment of MTA Police to partner with outreach teams and appropriate 

space to administer the outreach program.  
 

- The MTA will ensure a sufficient number of police are present to support the effective deployment of 
outreach staff, including overnight engagement. 

 
• Help coordinate homeless outreach activities across the MTA and with government partners including the 

NYPD and the NYC DHS. 
 

• Will work collaboratively with OTDA and NYC DHS to amend policies and procedures to improve the 
effectiveness of outreach efforts.  
 

• Convene regular meetings, in coordination with OTDA New York City Transit Station Mangers, representatives 
from Train Operations, NYPD Transit Bureau, MTA Police, NYC DHS, and contracted social services outreach 
providers to address challenges, lessons learned, and successful strategies. 
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5. The Task Force recommends the MTA Office of 
Inspector General provide oversight of the 
implementation of these recommendations.   

 

The MTA Inspector General will focus on oversight and evaluation of the implementation of these recommendations and 
other efforts on a regular basis.  As a result of the underperformance of past efforts and the growing crisis, monitoring is 
clearly required.   

The Task Force is pleased to see that the spotlight on this crisis has begun to force long-overdue action within the New 
York City transit system to improve the transit experience for riders and to help individuals who are experiencing 
homelessness receive needed services.    

The MTA Inspector General’s oversight is intended to maximize transparency, ensure improvement in outcomes, and 
verify that necessary services are delivered in an efficient and effective manner. To ensure sufficient oversight, 
performance and monitoring controls over the homeless outreach contracts and homeless outreach services on MTA 
properties, the MTA Inspector General will conduct an annual audit.  

 
 

Recognizing the severity of the current situation, the MTA and OTDA have already taken action to implement some of 
these recommendations, including augmenting current outreach services and improving public information associated 
with services for individuals who are homeless. 

The MTA and OTDA recognize that the success of any of these efforts will be rooted in coordination across State and 
local government agencies as well as the contracted providers already working in this space. MTA and OTDA will work 
together to establish performance metrics and outcomes that will enable the agencies to measure ongoing progress and 
remain accountable to the MTA Board of Directors and the general public.  

Implementation of these recommendations should make a measurable  impact in reducing the number of individuals 
experiencing homelessness who are seeking shelter in the transit system, improve outcomes and services for individuals 
in need, and improve the safety and experience for the ridership across New York City. 
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MTA Inspector General’s Letter to MTA Chairman Foye
5.4

The MTA Inspector General’s letter to MTA Chairman Foye, 
written the same day the OSC audit was issued, announces a 
complete investigation of the problems plaguing MTA’s 
homeless outreach program – including a full 
investigation of the MTA-paid contractor. 
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MTA Inspector General’s Letter to MTA Chairman Foye
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Media Coverage & Stakeholders’ Responses 
to the Audit

5.5

The audit findings ignited widespread discourse among the 
public and government officials. Included is a small sample 
representative of the media coverage the audit 
received.
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July 23, 2019 |  12:23pm |

MTA contractors meant to help homeless are 
slacking on the job 

Some workers contracted by the MTA to help with the homeless scourge at transit hubs spent more than half their time in the office — often 
with the door shut and a “Closed” sign telling vagrants seeking support to come back later — a damning new report shows.

Auditors with state Comptroller Tom DiNapoli’s office observed the troubling behavior on both announced and unannounced visits over four 
years involving Bowery Residents’ Committee workers at Grand Central Terminal and Penn Station, the report says.

The company has a $2 million annual contract with the transit agency, according to the DiNapoli audit.

BRC staffers observed by the comptroller’s office spent just 26 percent of their time conducting in-person outreach to homeless individuals 
— half the 47 percent to 59 percent required by the firm’s contract.

“The MTA is not getting what it paid for, and riders and the homeless are suffering for it,” DiNapoli said in a statement.

The $2 million MTA contract covers Penn Station, Grand Central Terminal and the Long Island Rail Road and Metro-North stations inside city 
limits. DiNapoli’s auditors found the BRC short-changing the MTA at all of the locations.

By David Meyer

Christopher Sadowski
A homeless man asleep in Penn Station 

Updated 

At Penn Station, DiNapoli’s auditors caught outreach workers ignoring homeless individuals knocking on the outreach office door to seek 
services.

At Grand Central, service workers spent just 14 percent of their time conducting outreach, the report said.

Auditors also found inconsistencies and falsehoods in BRC’s reporting practices that raised red flags about whether proper outreach was 
being conducted at stations, DiNapoli’s office said.

The city’s homeless crisis has been a scourge on transit service, with a 50 percent spike in homeless-related snafus through the first three 
months of the year compared to 2018. The vast majority of those incidents caused service delays.

The city and MTA have a separate $9 million contract with BRC to patrol the subways.

FILED UNDER AUDITS, GRAND CENTRAL TERMINAL, HOMELESSNESS, MTA, PENN STATION, THOMAS DINAPOLI

METRO 
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July 23, 2019 |  9:00pm |

METRO 

MTA watchdog to launch probe into troubled 
homeless-outreach contractors 

The MTA’s inspector general has launched a full-scale investigation into a homeless-outreach non-profit contracted by the agency — after a 
pair of inquiries found workers holing up in their offices instead of offering their services to vagrants, according to a letter obtained by The 
Post.

Auditors with state Comptroller Tom DiNapoli’s office observed the behavior on visits to offices of the Bowery Residents’ Committee at 
Grand Central Terminal and Penn Station over four years, a report from his office says.

They found workers from BRC spent just 26 percent of their time conducting in-person outreach to homeless individuals — half the 47 
percent to 59 percent required by the firm’s contract.

In a separate inquiry, MTA Inspector General Carolyn Pokorny and her staff observed similar incidents over six days of site visits culminating 
on Tuesday, including at least 20 occasions when homeless individuals were unable to access BRC services because no one answered the 
door or staff turned them away.

By David Meyer

Christopher Sadowski
A homeless person sleeps at the Union Square Subway Station on April 26. 

Updated 

“BRC appears to be providing, at best, minimal outreach services–often turning away those seeking assistance and, at worst, completely 
ignoring homeless persons seeking assistance,” Pokorny wrote in a letter MTA Chairman Pat Foye obtained by the Post.

“I personally spent several hours inspecting Penn Station and saw individuals seeking food in garbage cans just steps from BRC’s Office 
door and homeless individuals lying on the ground directly outside BRC’s Office,” she said.

The city and MTA have a $9 million contract with the group to patrol the subways.
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City officials and a BRC spokesperson declined to comment. Transit officials told the Post the agency is taking steps to hold BRC to the 
terms of its contract.

“The MTA is taking aggressive action to address the troubling performance issues on the part of our contractor brought to light by this 
report,” MTA Communications Director Tim Minton said in a statement.

“The MTA will tighten oversight of the BRC’s outreach workers, and will hold them accountable for results.”

Additional reporting by Ben Feuerherd

FILED UNDER HOMELESS, HOMELESSNESS, MTA

11/1/2019https://nypost.com/2019/07/23/mta-to-launch-probe-into-troubled-homeless-outreach-contr...

74 75



State comptroller audit: MTA contractor falls short in 
homeless outreach

LONG ISLAND / TRANSPORTATION

An audit released by state Comptroller Thomas DiNapoli found that the 

MTA's homeless outreach contractor "is providing only limited outreach" 

that is well below the contracted specifications. Photo Credit: Craig Ruttle 

By Alfonso A. Castillo
alfonso.castillo@newsday.com  @alfonsoreports 

Updated July 23, 2019 9:14 PM

The contracted workers hired by the MTA to address homelessness at several railroad stations, including 

Penn Station, have spent most of their time in their offices — sometimes behind locked doors as homeless 

people sit outside waiting for help, according to a new report.

The audit released Tuesday by New York State Comptroller Thomas DiNapoli found that the Metropolitan 

Transportation Authority’s homeless outreach contractor, Manhattan-based Bowery Residents Committee 

(BRC), “is providing only limited outreach” that is well below the contracted specifications.

“Straphangers and commuters can see firsthand that homelessness is a growing problem in the transit 

system, but the MTA is not doing enough to oversee its own outreach program,” DiNapoli said in a 

statement. “The MTA is not getting what it paid for, and riders and the homeless are suffering for it.”

The audit, which reviewed the contractors’ performance over a four-year period beginning in 2015, found 

that, on average, workers spent about 2.2 hours per shift providing actual outreach services to homeless 

people, or about 26 percent of their time. In comparison, workers spent four to five hours per shift, or about 

53 percent of their time, in their offices, including one at Penn Station. They often 
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appeared “to intentionally close the office and isolate themselves from active outreach,” according to the 

report.

“In several instances, clients repeatedly knocked upon the office door, but received no response despite the 

presence of staff within the office,” the report said.

A BRC spokeswoman declined to comment on the report, referring questions to the MTA.

In a statement, MTA spokesman Tim Minton said the agency appreciates DiNapoli's focus on the issue 

and is "bringing all available resources to address" the issues raised in the report. 

“The MTA is taking aggressive action to address the troubling performance issues on the part of our 

contractor brought to light by this report, and has already implemented the recommendations in the audit," 

Minton said. "The MTA will tighten oversight of the BRC’s outreach workers, and will hold them 

accountable for results."

The MTA first hired the nonprofit BRC in 2010 to provide homeless outreach services at key Long Island 

Rail Road and Metro-North stations, including Penn, Grand Central Terminal, and some LIRR stations in 

Brooklyn and Queens. The MTA initially paid BRC about $6.7 million over four years, then extended its 

contract for another 44 months at an additional $5.8 million. BRC is tasked with visiting MTA stations to 

observe and report homeless activity, and assisting in moving homeless people into appropriate shelters off 

MTA property.

The audit also found that BRC's reports to the MTA about its work are often inaccurate or incomplete, and 

that BRC workers often conducted a lot of homeless outreach at Penn Station at areas used by NJ Transit 

and Amtrak, despite only being contracted to serve the MTA.

DiNapoli’s office made several recommendations to the MTA, including that it work with BRC to 

meet its contracted performance measures and establish new, quantifiable measures, and that it better 

monitor BRC to ensure the contractor has adequate staffing and is providing sufficient levels of service.
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In his formal response to DiNapoli, MTA chairman Patrick Foye said he directed his staff to meet with BRC 

“to address the serious issues raised” in the audit. MTA chief safety officer Patrick Warren, in a separate 

letter, said the MTA already complies with most of the recommendations made in the report, and in January, 

reorganized its management of the agency’s homeless outreach program.

The MTA is “reassessing and amending performance metrics, rebalancing resources, and introducing a 

heightened level of command and control over the various elements” of the program, Warren wrote.

The audit was released a day before the MTA Board is set to vote on Wednesday on a major reorganization 

plan that entails consolidating several departments and potentially eliminating up to 2,700 jobs. Gov. 

Andrew M. Cuomo last week called on the MTA to amend the plan to address the growing number of 

homeless people in the system — "a major outstanding issue for the MTA."

 MTA Board Member Kevin Law, who represents Suffolk, on Monday said that any new initiative to combat 

homelessness at subway stations should be expanded to include the LIRR. Law said he 

had been in talks with state and local lawmakers about particularly "nasty, aggressive panhandling" at 

Babylon station.

"I know most people think it's just a transit system issue, but it's very much a suburban rail issue as well," Law 

said.

By Alfonso A. Castillo

Alfonso Castillo has been reporting for Newsday since 1999 and covering the 
transportation beat since 2008. He grew up in the Bronx and Queens and now lives in 

Valley Stream with his wife and two sons.

alfonso.castillo@newsday.com  @alfonsoreports 

78



Nonprofit contracted by MTA to 
conduct homeless outreach 
ignored people in need at Penn 
Station and Grand Central: state 
comptroller report

By DENIS SLATTERY
NEW YORK DAILY NEWS | JUL 23, 2019 

A man sleeps under a blanket with his possessions on a Lexington Avenue local subway train at Canal Street. 
(Jefferson Siegel/New York Daily News)

ALBANY — A nonprofit contractor hired by the MTA to help the homeless often turned 

away the needy and passed on inaccurate information to the agency, according to a report 

released Tuesday by state Comptroller Thomas DiNapoli.

Workers with the Bowery Residents’ Committee, hired to handle outreach at homeless 

hotspots including Penn Station and Grand Central Terminal, often fudged time sheets and 

ignored people who came to them for help, the audit found.
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“Straphangers and commuters can see firsthand that homelessness is a growing problem in 

the transit system, but the MTA is not doing enough to oversee its own outreach program,” 

DiNapoli said. “The MTA is not getting what it paid for and riders and the homeless are 

suffering for it.”

Bowery Residents’ Committee workers, on average, spent about 2.2 hours a shift providing 

actual outreach services to homeless people, according to the audit. MTA officials were 

under the impression that outreach would take up about 4-5 hours per 8.5 hour shift.

Instead, employees spent four to five hours each shift in their offices. They often appeared 

“to intentionally close the office and isolate themselves from active outreach,” according to 

the report.

Auditors witnessed workers ignoring homeless people knocking on the door of the outreach 

office in Penn Station, where they occasionally hung a "closed” sign on the door even though 

they were inside.

A man sleeps with his belongings on an uptown Q train as it leaves the 34th Street-Herald Square subway 
station. (Jefferson Siegel/New York Daily News)

“The nonprofit the MTA hired has turned away homeless men and women 

seeking assistance," DiNapoli said. “Some outreach workers spent more time in the office 

than reaching out and filed inaccurate and unreliable outreach reports.”
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At Grand Central, the audit found that a lack of outreach meant the downstairs dining 

concourse was often overrun with homeless people during peak lunch hours.

The audit reviewed performance over a four-year period beginning in 2015 and found 

that workers also fudged reports sent to the MTA and that the agency had no way of 

verifying the accuracy of information passed along from outreach workers.

Discrepancies were most obvious when comparing daily and monthly reports, 

DiNapoli’s office found. The Bowery Residents’ Committee’s March 2018 report for 

Grand Central had 145 more homeless contacts and 10 more placements than daily 

reports filed by workers.

In response to the audit, the MTA told the comptroller that it has created a monitoring 

program and begun evaluating outreach workers and amending its metrics for 

performance of homeless outreach.

In a formal response to DiNapoli, MTA Chairman Patrick Foye said he directed his 

staff to meet with the Bowery Residents’ Committee “to address the serious issues 

raised” in the report.

Muzzy Rosenblatt, the president and CEO of the Bowery Residents’ Committee, did 

not immediately respond to a request for comment.
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Homeless outreach contractor often 
ignored people at Penn, Grand Central, 
audit finds

 Vincent Barone 4 months ago 4 min read

A nonprofit hired by the MTA spent far less time in the field than expected, 
reported erroneous data and turned away people asking for help, a state 
comptroller report says.

The contractor the MTA hired to conduct homeless outreach often turned away the 
needy, according to a new report published Tuesday.

The nonprofit organization Bowery Residents Committee, which was hired to handle 
homeless outreach at Penn Station and Grand Central Station, slacked on time spent in 
the field; provided erroneous data to the authority; and ignored people knocking on its 
doors for help, according to an audit by State Comptroller Thomas DiNapoli. The report 
criticizes the nonprofit as well as the MTA for not having proper oversight in place.

“Straphangers and commuters can see firsthand that homelessness is a growing problem 
in the transit system, but the MTA is not doing enough to oversee its own outreach 
program,” DiNapoli said. “The nonprofit the MTA hired has turned away homeless men 
and women seeking assistance. Some outreach workers spent more time in the office than 
reaching out and filed inaccurate and unreliable outreach reports. The MTA is not getting 
what it paid for and riders and the homeless are suffering for it.” 

The audit is one in a series looking into the MTA’s homeless outreach efforts as the city 
grapples with soaring levels of homelessness. In the midst of the crisis, many homeless 
have sought shelter in the MTA’s transit system, while the authority, its board and Gov. 
Andrew Cuomo have heaped criticism on those individuals for negatively impacting 
commuters’ experiences and for causing a number of subway delays.
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But contractors the MTA has paid to step in have underperformed — DiNapoli’s office 
found similar issues with a separate contractor paid to conduct outreach on the MTA’s 
Long Island Rail Road and Metro-North branches. 

Inflated data

The Bowery Residents Committee was found to be engaging with homeless less often 
than it reported to the MTA while also providing incorrect, inflated figures on homeless 
contacts and placements, according to DiNapoli. 

The same nonprofit was also tapped more recently by the de Blasio administration for a 
separate, widely panned pilot program to divert homeless in the subways.

At Penn and Grand Central, the MTA expected the nonprofit’s workforce to be spending 
4.5 hours of their shifts reaching out to homeless in the field, though DiNapoli’s audit 
found that staff were only spending on average 2.2 hours doing such work, with the bulk 
of their time spent in an office. 

And those office hours were problematic, as well, DiNapoli found. On multiple days, 
auditors found staff ignoring homeless people who were knocking on the door of the 
outreach office in Penn Station. Workers occasionally hung a “closed” sign on that door 
even though auditors found staff to be bustling inside. 

Bowery Residents Committee also provided the MTA with daily and monthly reports on 
performance that contained errors. State auditors found reports where workers had 
logged time spent doing homeless counts even though they were observed in the office at 
that time. 

A monthly report from March 2018 at Penn Station included 118 more homeless contacts 
and 56 more placements than were logged in the daily reports from that month, 
according to DiNapoli. Grand Central’s March 2018 report had similarly warped figures, 
with 145 more homeless contacts and 10 more placements than were logged in the daily 
reports. 
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‘Serious issues’

DiNapoli’s office made recommendations to the MTA: Develop new verifiable 
performance measures; negotiate with railroads using Penn Station to establish equitable 
resources to support homeless outreach; and create controls to verify Bowery Residents 
Committee’s reported data. 

MTA chairman and CEO Pat Foye said in response that the audit raised “serious issues.” 
DiNapoli found that the MTA has created a new monitoring program that can verify 
Bowery’s reports. The MTA has also begun evaluating outreach workers while tweaking 
performance metrics.

“I have requested that the MTA staff promptly meet with BRC to address the serious 
issues raised in this audit,” Foye said in an audit response letter dated June 5. 
“Additionally, I will be working with staff to ensure that management is following up on 
and enforcing the audit’s recommendations, where appropriate, and requesting regular, 
interim reports to that effect.”

The Bowery Residents Committee and the mayor’s office did not immediately respond to 
requests for comment.
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MTA to investigate homeless program after more 
'troubling' incidents found

LONG ISLAND / TRANSPORTATION

The new entrance to the LIRR concourse at Penn Station on the west 

side of Eighth Avenue on March 13. Credit: Linda Rosier 

By Robert Brodsky
robert.brodsky@newsday.com  @BrodskyRobert 

Updated July 24, 2019 6:39 PM

An MTA contractor, which has been paid millions to address homelessness at several railroad stations, 

ignored homeless individuals lying on the floor outside of its Penn Station offices and told one person to 

"get the hell out of here," according to new findings by the agency's inspector general.

The observations, outlined in a letter Wednesday from MTA Inspector General Carolyn Pokorny to MTA 

chairman Pat Foye, paint a "troubling" portrait of the work conducted to date by the Bowery Residents' 

Committee, the agency's Manhattan-based homeless outreach coordinator.

Pokorny said she would conduct a "complete investigation" of BRC's contract to "fully understand and 

address the long-term systematic issues plaguing the implementation of the MTA's homeless outreach 

services programs."

MTA spokesman Tim Minton said the agency is taking "aggressive action" to address the performance 

issues raised by the inspector general. "The MTA has tightened oversight of the BRC’s outreach workers, 

and will hold them accountable for results," he said. "We appreciate the focus on this issue from the 

inspector general, the governor’s call to arms on this issue, and the comptroller. We are bringing all 

available resources to address it.”

BRC did not respond to requests for comment.

Page 1 of 4MTA to investigate homeless program after more 'troubling' incidents found | Newsday
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Meanwhile, the MTA announced Wednesday the formation of a task force, with the State Office of 

Temporary and Disability Assistance, NYPD and MTA police, to assist the homeless residing on agency 

properties. 

The letter echoes many of the concerns laid out in an audit released Tuesday by State Comptroller Thomas 

DiNapoli which detailed how BRC workers provided only "limited outreach" to the homeless, with staff 

members spending most of their days locked behind closed doors, isolating themselves from the very 

population they were hired to serve.

But the inspector general's surveillance, conducted by staff investigators — and Pokorny herself — between 

July 18 and 23 at Penn Station and Grand Central Terminal goes further than DiNapoli's audit, outlining 

"troubling" incidents in which BRC staff appear to deliberately dismiss or castigate homeless individuals.

For example, two BRC staffers were seen leaving their office and "walking past a homeless individual lying 

on the flood, seemingly ignoring him." On another occasion, two employees were observed yelling by 

name at a homeless individual lying next to the BRC office, saying "get the hell out of here" and "you can't 

be here." 

In her letter, Pokorny said the BRC appears to be "providing, at best, minimal outreach services" to the 

growing homeless population on MTA properties, often turning away or ignoring those seeking assistance 

from staffers. 

"I personally spent several hours inspecting Penn Station and saw individuals seeking food in garbage cans 

steps away from BRC’s office and homeless individuals lying on the ground directly outside BRC’s office — 

the door to which is poorly marked with no signage clearly stating that homeless outreach services are 

provided within," Pokorny wrote.

The MTA first hired the nonprofit BRC in 2010 to provide homeless outreach services at key stations, 

including Penn Station, Grand Central Terminal and some LIRR stations in Brooklyn and Queens. The 

MTA initially paid BRC roughly $6.7 million over four years, then extended its contract for another 44 

months at an additional $5.8 million. According to the audit, the MTA then signed another four-year 

contract with BRC in November 2017, costing $2.1 million in the first year, with increases for each of the 

remaining three years not to exceed 2 percent. 
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The contract tasks BRC with visiting MTA stations to observe and report homeless activity, and assisting in 

moving homeless people into appropriate shelters off MTA property.

But the inspector general's investigators said they observed "no interaction" between BRC staff and the up to 

20 homeless individuals spotted at Penn Station during an eight-hour surveillance shift.

Meanwhile, inspector general staffers said they witnessed, on at least 20 occasions, homeless individuals 

unable to gain access to the BRC office, either because no one answered or because they were turned away. 

The contractor's office in Grand Central Terminal is located within the lost-and-found office without any 

visible signage, the letter said.

On several occasions, investigators said the BRC door at Penn Station was locked with no information on its 

hours or how to receive assistance. Other times, officials said, BRC staff would post a note on its office door 

reading: “The BRC Homeless Outreach Office is temporarily unavailable. Don’t worry you can still reach us! 

Feel free to call us. We are here to help."

Inspector general staffers said they called the telephone number provided by BRC and told an employee that 

a homeless woman was standing nearby and appeared to need assistance. BRC staff instructed investigators 

to tell the homeless woman to go to the BRC office but when she knocked on the office door no one 

answered, the letter said.

DiNapoli's audit reviewed the contractors’ performance over a four-year period beginning in 2015 and found 

that, on average, workers spent 2.2 hours per shift providing actual outreach services to homeless people. In 

comparison, workers spent four to five hours per shift, or more than half their time, in their offices. 

At news conference Wednesday, Foye called DiNapoli's findings "appalling and unacceptable. We pay them 

a lot of money. They are a well regarded organization, I'm told, but not answering the knocks when the 

homeless knock, and not coming out and having conversations with them and providing services 

is appalling and not acceptable, period."
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July 24, 2019 01:33 PM

MTA says homeless, stale décor are cutting into Grand Central food 
sales

have cut into sales. Meanwhile, “the continuing challenge of the homeless population has not 
helped in promoting the dining concourse as a �rst choice,” the report said. 

The MTA plans to hire a consultant in the coming months to modernize the furniture around the 
hall, the Journal reported. The subterranean court is home to a Shake Shack, Hale and Hearty 
Soups and 20 other restaurants. 

A report Tuesday from state Comptroller Thomas DiNapoli found that the MTA’s homeless 
outreach program was falling short. Contractors hired by the MTA to do homeless counts, 
outreach and placement in Grand Central and Penn Station did only a fraction of the work 
required, according to the audit.

“During lunch hours 11 a.m. to 2 p.m. there was limited or no outreach efforts and much of the 
seating in Grand Central’s dining concourse intended for customers was taken up by homeless 
clients,” the audit said. 

The MTA said it has since increased oversight of the program. The contractor, Bowery 
Residents’ Committee, pushed back against the findings in a statement Tuesday, saying in a 
statement to the Journal “we do not believe the auditors fully understand how effective outreach 
works.” 

On Wednesday, the MTA announced it was launching a task force dedicated to addressing the 
growing number of homeless people in the city’s subways.

Metropolitan Transportation Authority 
officials say stale décor and homeless people 
occupying seats are hurting sales at Grand 
Central’s dining concourse.

The agency noted a 3% drop in gross sales at 
the food hall for 2018 in its July report to the 
MTA board, as first flagged by The Wall 
Street Journal. Authority officials said the 
terminal’s “outdated furniture and design” 

RYAN DEFFENBAUGH 
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The MTA’s homeless outreach program is not
actually helping, audit says

July 25, 2019 Kelly Mena

Eagle photo by Ned Berke

The nonproft organization tasked with providing support services to homeless individuals 
at the city’s major subway stations failed to reach a signifcant amount of people for nearly 
four years, a recently released state study shows . 

Bowery Residents’ Committee, a nonproft initially hired in 2010 to provide homeless 
services to major MTA rail stations (Penn Station, Grand Central and a number of stations 
along LIRR and Metro North routes including routes in Brooklyn), used less than half of 
their time actually doing outreach work from Jan. 1, 2015, to Feb. 4, 2019, according to a 
new audit from New York State Comptroller Thomas P. DiNapoli released on Tuesday.

According to the report, MTA ofcials told auditors they had expected BRC workers to 
spend 4-5 hours per 8.5-hour shift performing outreach services. The audit shows they in 
fact spent, on average, 2.2 hours per shift doing outreach. The report showed that the bulk 
of their time — 4.5 hours per shift on average — was actually spent in the ofce.
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“The nonproft the MTA hired has turned away homeless men and women seeking 
assistance. The MTA is not getting what it paid for and riders and the homeless are 
sufering for it,” said DiNapoli in a public statement. 

The MTA has been contracting with BRC since March of 2010, and has paid them nearly
$12 million as of October 2017. The most-current contract, efective November 2017
through October 2021, cost the MTA more than $2.1 million with yearly increases set at a
maximum of 2 percent. Under the contract, the program’s budget is subject to negotiations
and appropriate stafng and cost controls each year. 

Under the contract, BRC is responsible for carrying out regular visits to the MTA stations
and producing standardized activity reports on a daily, weekly and monthly basis to be
submitted to subway agency ofcials.

These reports are then supposed to be entered into the MTA’s Homeless Outreach Program 
database. However, the audit shows that these daily reports have been found to contain 
missing information and inaccuracies.

The MTA has no way to verify the data BRC reports, and inaccurate reporting weakens the 
database’s ability to analyze trends and improve services to the homeless, the report says. 

For example, in all cases of LIRR stations outside of Manhattan — including those in 
Brooklyn such as Atlantic Avenue terminal — the report showed that outreach eforts 
accounted for far less than the 4-5 hours per shift the MTA expected. Auditors say there was 
no documentation to support this reduction in coverage.

BRC often did not have the required number of outreach and supervisory staf that the 14-
month contract required, the audit found, and positions went unflled for months with an 
employee-vacancy rate of 21 percent in the frst three months of the most recent contract, a 
violation of its terms. 
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“Straphangers and commuters can see frsthand that homelessness is a growing problem in 
the transit system, but the MTA is not doing enough to oversee its own outreach program,” 
added DiNapoli in his report. 

Following the audit, DiNapoli ofered oversight and enforcement recommendations to the 
program, including developing a system for verifying the BRC’s data reports and 
implementing performance measures for gauging the nonproft’s impact on the homeless 
population within the city’s subways. 

The MTA itself, in response to the audit, has created a monitoring program and has begun 
evaluating outreach workers and amending its metrics for performance of homeless 
outreach.

“I have requested that MTA staf promptly meet with BRC to address the serious issues 
raised in this Audit. Additionally, I will be working with staf to ensure that management is 
following up on and enforcing the audit’s recommendations, where appropriate, and 
requesting regular, interim reports,” said MTA Chairperson Patrick Foye in a statement 
included in the audit. 

The report comes just as the MTA announced the launch of a task force to decrease the 
growing homeless population along the city’s subway system, according to the New York 
Post.  The group, which will include MTA and NYPD ofcials, will have 30 days to come up 
with a plan.

BRC did not respond to multiple requests for comment.

Update (July 25 at 2:47 p.m.): This story has been updated to refect the MTA’s 
announcement of a new homeless task force. 
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Press Release July 24, 2019

NYC Transit IMMEDIATE

MTA Announces Task Force to Address Growing Homelessness in New York City Subways

Task Force Will Work in Partnership with NYPD, MTA Police and New York State Office of Temporary and Disability Assistance to Create a
Plan Within 30 Days to Measurably Reduce Homelessness and Panhandlers on Subway by End of This Year

Plan Will Focus on Providing Additional Assistance to Those in Need to Provide Better Options Than Staying On the Subway

Problem Has Increased on Subway in Previous Years, Creating Unsafe Conditions for Workers, Customers and Homeless

The Metropolitan Transportation Authority (MTA) today announced the launch of a task force to combat the persistent and growing issue of
homelessness in the New York City subway system. Working in close partnership with the New York City Police Department (NYPD), MTA Police and
the New York State Office of Temporary and Disability Assistance (OTDA), the task force will have 30 days from its creation, expected in the coming
days, to design a plan – focusing on housing alternatives and increased resources – that will lead to a significant reduction in homelessness and
panhandling on the subways by the end of 2019.

The announcement follows a letter from Governor Andrew M. Cuomo, sent to the MTA Board earlier this month, urging the board to address this critical
issue as part of the MTA reorganization plan. The task force will build on the partnership between the MTA and New York City Police Department that
have been working to address this problem.

MTA Managing Director Veronique Hakim said, “Homelessness is a growing problem on the subway, with a growing impact. Through this Task Force
we’re going to bring together a broad and empowered group that will help us to develop an expedited plan to keep our customers and workers safe and
our trains moving - while providing much needed resources and assistance to this vulnerable population. “

New York State Office of Temporary and Disability Assistance Commissioner Michael Hein said, “Those individuals experiencing homelessness
and living in the subway system are not getting the help they need and deserve. The mass transit system is not an appropriate shelter for anyone, and
the current approach cannot continue. Our agency is charged with overseeing local social services districts, which are responsible for housing the
homeless. We will advise the MTA to ensure that enhancements are made to produce outcomes that result in people who are homeless getting the
services they desperately need.”

The task force will look at issues such as: new metrics for measuring homelessness; updating subway rules and regulations to provide more clarity on
what is a violation of the rules; enhanced enforcement of those rules; improved coordination among agencies; best practice engagement techniques and
methodology; the potential benefit of establishing a dedicated homeless outreach office within the MTA; increased customer communications; additional
access to resources for those in need.

The homeless population in the subway system has risen 23 percent in 2019, and homeless individuals are increasingly occupying the subways not for
transportation, but for shelter or in some cases illegal activity. These non-transportation activities frequently disrupt service, create delays, and can pose
a risk to riders on the trains. In addition, by allowing homeless individuals to stay within the system – rather than finding them supportive housing or other
resources – it poses a risk to their own health and safety.

The transit system often provides an opportunity for homeless individuals to panhandle and ask MTA customers for money, which can create a challenge
in distinguishing the homeless from con artists. One of the goals of the task force plan will be to provide assistance to social workers in distinguishing
individuals who are in need of supportive services from those seeking to take advantage of passengers.
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METRO

MTA creating task force to deal with
subway homeless crisis

The MTA is launching a task force dedicated to combating the growing 
homeless crisis in the city’s subways, the agency announced Wednesday.

The task force, expected to be created in the coming days, will design a 
plan centered on “housing alternatives and increased resources” in an 
effort to significantly reduce the number of vagrants and panhandlers 
swarming the transit system, the MTA said.

By David Meyer and Natalie Musumeci Updated
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The team — which will include reps from the NYPD Transit Bureau, MTA 
Police and the state Office of Temporary and Disability Assistance, 
alongside MTA managing director Veronique Hakim and chief safety officer 
Pat Warren — will have 30 days to create the plan.

It will look at issues including better ways to measure the number of 
homeless people on the transit system, “enhanced enforcement” of subway 
rules, as well as the possibility of establishing a “dedicated homeless
outreach office within the MTA,” the agency said.

The number of vagrants sleeping in the subway system has spiked by 23 
percent this year, according to the city Department of Homeless service’s 
annual head count.

The announcement comes after Gov. Andrew Cuomo sent a letter to 
the MTA board earlier this month demanding the homeless issue 
be addressed as part of an agency reorganization plan.

It also comes just a day after a damning audit released by state Comptroller 
Thomas DiNapoli found that workers contracted by the MTA to help with the 
scourge at Grand Central Terminal and Penn Station were often holed up in 
their office while ignoring vagrants at the transit hubs.

A subsequent probe by the MTA’s inspector general found similar slack 
behavior by the contractor, the Bowery Residents’ Committee — with IG 
Carolyn Pokorny saying she personally witnessed people rooting through 
garbage cans for food and sleeping right in front of the BRC office at Penn 
Station.

The probes focused on contracts the MTA has with BRC to work at the two 
transit hubs and commuter rail stations, but the city and MTA also have a 
separate $9 million contract with the outfit to patrol the subways, which will 
be the next target of DiNapoli’s auditors.

“We pay [BRC] a lot of money. They’re a well-regarded 
organization, I’m told,” Foye said after the MTA board’s 
Wednesday meeting.

“But not answering when the homeless knock, and not coming out and 
having conversations with… is appalling and unacceptable.”

On Wednesday, a City Hall spokesman said the city would continue to 
work with the BRC despite the disturbing findings.

“We take the Comptroller’s findings very seriously and we are investigating 
this matter,” said Avery Cohen. “BRC is a crucial partner in our homeless 
outreach efforts and we’ll continue to work with them to ensure they are 
meeting the needs of our most vulnerable New Yorkers.”

MTA chairman Pat Foye called the findings “appalling.”
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Press Release October 4, 2019

MTA Headquarters IMMEDIATE

MTA, State Agencies Announce Action Plan to Address Homelessness Crisis on the Subways

Task Force Delivers Recommendations to Reduce Number of Homeless Inappropriately Seeking Shelter in the Subway and Ensure Access to Critical
Support Services

For Close to Two Months, MTA and OTDA-led Outreach Teams Have Been Engaging Individuals Experiencing Homelessness in the Transit System

OTDA Will Ensure Additional Assistance is Provided to Individuals in Need, Requiring NYC to Provide Enhanced Services with Clear Performance
Measures on Strict Time Frames

The Metropolitan Transportation Authority (MTA) and the New York State Office of Temporary and Disability Assistance (OTDA) today announced a
series of actions to address the growing challenge of individuals experiencing homelessness and using the MTA’s transit system as an ill-equipped, de
facto shelter, a disservice to them and to the MTA’s eight million daily riders. These actions will ensure that these individuals are offered the services
necessary to move to appropriate housing, and address physical and mental health needs. OTDA will require NYC to make these improvements quickly
and will monitor progress through the implementation of strict performance standards and regular reporting.

The homeless population in the subway system has grown more than 20 percent in the past year, to nearly 2,200. This is a disproportionate increase
compared with rates experienced citywide and is not sustainable by the system. This precipitous increase in homelessness in the subway system,
coupled with concerns over the inaction of New York City and its shared contractors with the MTA, prompted OTDA to begin a state-run outreach
program in the subway system. Since mid-August, teams of staff from OTDA have worked in the subway system providing direct outreach, in close
coordination with the MTA, to individuals who are homeless to ensure services are provided to those in need.

In July, the MTA formed a task force with OTDA, the New York State Department of Health, the New York State Office of Mental Health, and the New
York State Office of Alcoholism and Substance Abuse Services. This task force looked at the issue of homelessness in the transit system and made
certain recommendations to improve the situation and ensure these individuals are receiving the necessary services.

Metropolitan Transportation Authority Managing Director Ronnie Hakim said, “The MTA is working with our Task Force Partners to tackle
homelessness in our system. Together, we have developed a series of immediate, comprehensive recommendations to address this issue head on and
ensure vulnerable New Yorkers have access to the support they need. We will continue to work day and night to keep New Yorkers and our system
safe.”

MTA and OTDA have already taken unprecedented action, consistent with the recommendations of the task force, to address needed change. Over the
past several weeks, MTA and OTDA-led outreach teams consisting of staff from State agencies, including OTDA and the New York State Office of
Mental Health and others, have been active in the subway system during overnight hours to engage with individuals who are homeless. This outreach
activity began at four end-of-line stations, is currently occurring at eight stations, and will expand over the coming weeks to include additional end of line
locations and certain stations like Penn, Grand Central, and those in Jamaica where homelessness has also impacted commuter lines. MTA police are
enforcing the MTA’s Code of Conduct, while outreach staff offer individuals who are homeless access to shelter or other needed services. Each night,
teams are engaging with hundreds of individuals. Information gathered as part of this hands-on effort has influenced and informed the task force
recommendations.

The task force’s recommendations, available at https://new.mta.info/helphomeless, call for:

Enhanced outreach and expanded oversight of New York City outreach efforts. On an emergency basis, OTDA will continue to mobilize 
teams to deliver enhanced homeless outreach within the transit system, and require the New York City Department of Homeless Services (DHS) to 
enhance its existing homeless services on a permanent basis to better address the needs of those who are inappropriately seeking shelter in the 
transit system. OTDA will continuously evaluate the need to provide direct services, and will stop providing them when the situation has improved 
and can be sustained by DHS alone.
OTDA will regularly review and monitor DHS’ enhanced efforts to ensure they are adequately serving the population, holding DHS and its 
contractors to strict performance standards.

Expanded police force. The MTA will grow its police force by more than half to keep the transportation system safe and secure. A portion of this 
expanded force will support the outreach efforts to help those in need access shelter or other services.

MTA Press Releases
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 Educate the public on the MTA Rules of Conduct. The MTA will undertake an effort to better educate the public about applicable rules and 
regulations, and improve compliance, and will partner with OTDA and other partner agencies on an information campaign so that the public is of 
assistance available to those experiencing homelessness.

Increased interagency cooperation to support homeless outreach. The MTA will better coordinate with DHS and OTDA, as well as other 
appropriate partners, to support outreach efforts and so that resources are used effectively to reduce the number of individuals who are 
experiencing homelessness in the transit system and connect those in need with housing and services.

Oversight by MTA Inspector General. It is recommended the MTA Inspector General oversee and evaluate the implementation of these 
recommendations and other related efforts on a regular basis. This will maximize transparency, improve outcomes and verify that services are being 
delivered by MTA, New York City and relevant partners in an efficient and effective manner.

The task force’s recommendations, most of which are already underway, will bring expedited assistance to New Yorkers in need who are inappropriately
seeking shelter in the transit system, while helping to improve the overall experience for the system’s 8 million daily riders.

Through collaborative efforts across state government, New York has undertaken a multi-faceted approach to address homelessness statewide that
includes increased capital construction, improved service delivery, and innovative policy approaches. New York recognizes that the causes of
homelessness are complex and addressing the varied issues that lead to families and individuals experiencing homelessness requires a comprehensive
approach.

A key component of the State’s plan to combat homelessness is an historic $20 billion, five-year investment to support homeless services and the
creation or preservation of more than 100,000 units of affordable housing and 6,000 units of supportive housing. Funding for more than 5,500 units of
supportive housing has already been awarded, with 3,700 units under construction, and more than 1,000 units already operational.

New York State Office of Temporary and Disability Assistance Commissioner Michael Hein said, “Governor Cuomo’s intervention has put a direct
spotlight on this issue and has resulted in renewed action by many and a clear focus for MTA, New York City and all others going forward. These
recommendations will help those in need better access essential services, as well as improve MTA’s overall service for its eight million daily riders.” 

New York State Office of Mental Health Commissioner Dr. Ann Sullivan said, “Living on the street or in the subway exacerbates every mental health
condition, and the first step towards access to treatment and recovery is helping these individuals move to safe and stable housing options and linking
them to services. The recommendations of the task force highlights the need to proactively engage individuals experiencing homelessness to provide the
opportunity for housing and treatment services.”

New York State Health Commissioner Dr. Howard Zucker said, “It is imperative that individuals experiencing homelessness inappropriately seeking
shelter in the subway and elsewhere across the state are able to access the services they need, including proper health care. Safe and secure housing
is critical for public health, and we will continue to work with our partner agencies to combat the growing problem of homelessness in New York State.” 

New York State Office of Alcoholism and Substance Abuse Services Commissioner Arlene González-Sánchez said, “Addiction and
homelessness are often connected, and over the past several years, OASAS has worked to expand access to our services with numerous programs to
help reach this population. This action plan will have a positive impact on New York State’s efforts to combat both homelessness, and the addiction
epidemic.”
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COMPANION STUDY:
HOMELESS OUTREACH PROGRAMS ON MTA 
PROPERTIES, 2019-D-1

Comptroller DiNapoli is committed to improving the quality 
of life for New Yorkers. This Special Report highlights some 
of the Comptroller’s recent audit reports concerning the 
homeless outreach programs at various MTA properties.

6.
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Background

Contracts for Homeless Outreach
The Metropolitan Transportation Authority (MTA) is a public benefit corporation 
providing transportation services in and around the New York City metropolitan 
area. The MTA and its constituent agencies — Long Island Rail Road (LIRR) and 
Metro-North Railroad (Metro-North) — provide commuter rail service throughout 
the region, carrying an average of 600,000 customers daily to their destination via 
Pennsylvania Station (Penn Station) and Grand Central Terminal (Grand Central). 
In addition, New York City Transit (Transit) operates the New York City subways. 

The presence of homeless people on MTA properties is a growing concern for 
LIRR, Metro-North, and Transit customers and staff, and sometimes presents law 
enforcement issues. In an effort to better address the issue and to assist homeless 
individuals as much as possible, the MTA, LIRR, and Metro-North entered into 
separate contracts with not-for-profit contractors for homeless outreach services 
on their properties, as outlined below. To further support its efforts, the MTA also 
entered into a Memorandum of Understanding (MOU) in September 2013 with 
the New York City Department of Homeless Services (DHS), an administrative 
unit of the New York City Department of Social Services, to provide homeless 
outreach services to reduce the number of homeless individuals sheltering on 
subway premises. According to the MOU, DHS agreed to enter into a contract 
with an outreach provider to perform the homeless outreach services on behalf of 
itself and the MTA. Subsequently, in June 2014, DHS contracted with the Bowery 
Residents’ Committee (BRC) to provide homeless outreach services. 

Summary of MTA Areas Served by Homeless Outreach Contracts

MTA Entity Homeless Services 
Contractor Area Served

LIRR Services for the 
UnderServed (SUS) 100 stations in Nassau and Suffolk counties

Metro-North BRC

123 stations (excluding Grand Central) in Bronx, Dutchess,  
New York [Manhattan], Orange, Putnam, Rockland, and 
Westchester counties in New York State and New Haven and 
Fairfield counties in Connecticut

MTA BRC
Grand Central, Penn Station (LIRR portions), Metro-North 
stations and rights of way in Manhattan and the Bronx, and 
LIRR stations and rights of way in Queens and Kings counties

MTA (via MOU with DHS) BRC New York City subways
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Since 2015, the MTA and its constituent agencies, as well as DHS, entered into 
contracts totaling almost $35 million for homeless outreach services. Despite this 
significant allocation of resources, a series of audits by the Office of the State 
Comptroller (OSC)1 has generally found no discernible decrease in the number of 
homeless sheltering on MTA properties based on reported data. 

Overview of OSC Audits and Results
In January 2018, OSC initiated its series of audits to determine whether the MTA 
and constituent agencies have appropriate oversight and monitoring controls 
over homeless outreach services on MTA properties and whether they have met 
the goal of maintaining a safe, secure transit environment by assisting homeless 
individuals to appropriate shelters off MTA properties. As of June 2019, OSC has 
issued three audit reports; one additional report, covering subways, will be issued 
later this year. Overall, OSC determined that the MTA and its constituent agencies 
do not have sufficient oversight and monitoring controls over the homeless 
outreach contracts or over homeless outreach services on MTA properties.

Across all audits, for instance, OSC found the contracts with the not-for-
profit contractors did not include adequate performance measures, criteria, or 
sufficiently explicit language to hold contractors accountable for meaningful 
results. Further, the standardized activity reports that contractors are required 
to produce — and which the MTA uses to track success and inform decision 
making — were based on inaccurate and/or incomplete data. Consequently, the 
MTA has no assurance that outreach workers are providing an adequate level of 
services and cannot trust that homeless clients are being served as intended and 
that outreach is being directed to where it is needed most.

In each of the three completed audit reports, OSC made recommendations to 
improve the MTA’s oversight of homeless outreach services on MTA properties. 
In their responses, the MTA and constituent agency officials generally agreed 
with the recommendations, and stated that they had taken the necessary steps 
toward addressing those weaknesses and had implemented corrective measures 
to ensure improvements within the homeless outreach program. However, as 
valuable as these respective actions by the MTA and its constituent agencies 
may be, given the scope of the problem and the commonality of outreach issues, 
OSC believes their hoped-for outcomes can be even better served through a 
concerted, unified effort involving all stakeholders.

1  Homeless Outreach Program at the Long Island Rail Road (2018-S-35); Homeless Outreach Program at the 
Metro-North Railroad (2018-S-36); Homeless Outreach Program at Penn Station, Grand Central, and Outlying 
Stations Within New York City (2018-S-5).

102 103



3

Oversight and Monitoring

Contract Requirements
Overall, the contracts did not establish adequate, if any, quantifiable performance 
measures (e.g., decrease in average number of homeless observances), 
criteria, and/or explicit language that would enable the MTA and its constituent 
agencies to hold contractors accountable for meeting expectations. Without 
specific guidelines, the contractors have broad latitude to interpret their actual 
performance.

OSC also determined that the MTA does not have sufficient oversight and 
monitoring controls to ensure that contractors’ activities and outreach services 
are appropriate and contractually compliant regarding work allocation, staffing 
levels, and station visits, among other issues. For example, as part of a joint 
outreach strategy between the MTA and Amtrak, which also contracted with BRC 
for outreach services at its areas of operation in Penn Station, the MTA’s contract 
with BRC for services at the LIRR areas provides for outreach workers to also 
“regularly” conduct joint tours with Amtrak-contracted outreach workers. Although 
the LIRR areas of Penn Station should be the primary focus for MTA-contract 
workers, OSC found outreach workers were spending a disproportionate amount 
of time at Amtrak areas at the expense of LIRR-level outreach.

Contractors’ Inaccurate Reporting of Homeless 
Outreach Data
In each of the completed audits, OSC found that contractors’ standardized 
homeless outreach reports to the MTA — which served as the basis for the MTA’s 
data analysis and informed outreach decision making — were unreliable as they 
were based on inaccurate and/or incomplete data recorded by outreach workers. 
For example:

 l For a four-month sample period, daily reports from BRC indicated a total 
of 11,177 homeless contacts, compared with 13,684 contacts recorded 
by outreach workers in the MTA’s Homeless Outreach Program (HOP) 
database — a difference of 2,507 (18 percent). 

 l For two days in each of two sampled months, the SUS outreach team  
failed to enter homeless data in either the daily report or the HOP database 
or both.

Moreover, the MTA and its constituent agencies did not have an adequate 
process in place to verify the reported data. Without reliable data, the MTA and its 
constituent agencies cannot ensure that homeless individuals are being served as 
intended and that outreach is being directed to where it is needed most. 
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Observations of Outreach Activity
OSC’s audits featured announced and unannounced on-site observations of 
outreach activity. Based in part on these observations, OSC concluded that the 
contractors were failing to assist homeless people to the extent possible under 
the contracts. In general, across all three audits completed thus far, workers were 
providing only limited outreach services and, in some cases, were not engaging 
with homeless individuals at all. For example: 

 l During one unannounced visit, the SUS outreach team was observed 
driving up to a LIRR train station parking lot and sitting in the vehicle for 
approximately three minutes before leaving. The team neither walked the 
platforms nor visited the station waiting room. However, they did record 
making contact with one person. Immediately after the outreach team left, 
auditors visited the station office, walked the platforms, and identified two 
apparent homeless individuals who had been overlooked for outreach 
assistance. 

 l During unannounced visits, OSC witnessed multiple scenarios in which  
BRC outreach workers appeared to intentionally close the outreach office 
off to individuals seeking assistance, depriving them of services. In several 
instances, apparent homeless persons repeatedly knocked on the office 
door, but received no response despite the availability of staff inside  
the office. 
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In each of these audit reports, OSC made several recommendations for the MTA 
and the constituent agency to improve oversight and monitoring controls over 
homeless outreach services, including the need to:

 l Develop and establish quantifiable performance measures for the contracts; 

 l Develop and establish internal controls to ensure the reported homeless 
outreach data is complete and accurate, and use the data to make informed 
decisions; and 

 l Monitor outreach workers’ performance to ensure they are providing a 
sufficient level of services.

In their responses, the MTA and constituent agency officials generally agreed 
with the recommendations, and stated that they had taken the necessary steps 
toward addressing those weaknesses and had implemented corrective measures 
to ensure improvements within the homeless outreach program. While OSC fully 
supports each agency’s corrective actions within their respective areas, given the 
consistency of findings across these audits, OSC believes in — and encourages 
the MTA to pursue — a unified problem-solving approach.

Opportunities for Improvement

Weaknesses in the MTA’s approach to homeless outreach contracts significantly 
impede its goal of maintaining a safe and secure transit environment and 
assisting homeless individuals. Not only do the contracts not provide sufficient 
structure for outreach contractors’ performance, but the disparities among 
them hamper the MTA’s ability to monitor activities. To improve homeless 
outreach system-wide, the MTA and its constituent agencies should establish a 
coordinated, organized approach, including collaboration with Amtrak. A unified 
effort, including regular meetings to consolidate objectives, coordinate planning, 
and establish best practices for monitoring and oversight, can facilitate more 
effective and efficient coverage of services and thereby increase goal success. 

Key Recommendations 
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Contact
Office of the New York State Comptroller 
110 State Street 
Albany, New York 12236

(518) 474-4040

www.osc.state.ny.us

Prepared by the Division of State Government Accountability

Like us on Facebook at facebook.com/nyscomptroller  
Follow us on Twitter @nyscomptroller
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