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INTRODUCTION
On Wednesday, December 3, 2025, the Committee on Veterans, chaired by Council Member Robert Holden, will conduct an oversight hearing on An Update on Implementing Recommendations from the City Council’s Report Card Initiative. Witnesses invited to testify include representatives from the New York City (NYC) Department of Veterans’ Services (DVS), representatives of Veterans Service Organizations (VSOs) in NYC, members of the local Veterans community, and other interested stakeholders. 
On April 28, 2025, the Committee held the first hearing on this topic, which was entitled Implementing Recommendations from the City Council’s Report Card Initiative; information from that hearing is included in this Briefing Paper.[footnoteRef:2] [2:  NYC Council Committee on Veterans, Implementing Recommendations from the City Council’s Report Card Initiative, April 28, 2025, available at https://legistar.council.nyc.gov/LegislationDetail.aspx?ID=7247401&GUID=7736B1E6-7FC4-455E-986C-35064BAFE9AA&Options=&Search=.] 


BACKGROUND
DVS was established in 2016 through Local Law 113 of 2015, making it the first standalone municipal agency in the United States (U.S.) dedicated to serving Veterans, their families, and caregivers.[footnoteRef:3] Since its founding, DVS has worked to “connect, mobilize, and empower” NYC’s Veterans and active-duty servicemembers—as well as their families, survivors, and caregivers—so that they can lead “purpose-driven lives.”[footnoteRef:4] DVS’s mission is to provide “essential services and programs focused on pivotal areas such as economic empowerment, housing security, benefits, health and wellness, and culture.”[footnoteRef:5] [3:  Local Law 113 for the year 2015, https://legistar.council.nyc.gov/LegislationDetail.aspx?ID=1739320&GUID=0D5918DB-F678-48A3-8EE5-D6165B32BF62&Options=ID|Text|&Search=veterans.]  [4:  Id.]  [5:  Id.] 

In her 2024 State of the City address, City Council Speaker Adrienne E. Adams announced the City Council’s City Agency Report Card Initiative (“the Initiative”), through which the Council’s Compliance Division conducted its own evaluations of the delivery of services by City agencies to New Yorkers.[footnoteRef:6] In March 2025, the Council released its DVS review, the first City agency review to be completed.[footnoteRef:7]  [6:  Compliance Division, New York City Council, “Letter from the Speaker,” State of the City Report Card Initiative: Department of Veterans’ Services (March 2025), available at https://council.nyc.gov/compliance/nycc-soc-report-card/  (last visited Nov. 17, 2025).]  [7:  Id.] 

The Council conducted the assessment of DVS’s operations and performance between June 2024 and March 2025, using three sources of information: DVS staffers, advocates for Veterans in NYC, and independent research, including on the DVS website and in DVS-produced documents as well as in documents produced by the Organisation for Economic Co-operation and Development (OECD) and the United States (U.S.) Government Accountability Office.[footnoteRef:8] The assessment looked at seven pillars of an agency’s structure and operations:  [8:  Compliance Division, New York City Council, “Appendix: Scope and Methodology,” State of the City Report Card Initiative: Department of Veterans’ Services (March 2025), available at https://council.nyc.gov/compliance/nycc-soc-report-card/department-of-veteran-services/ (last visited Nov. 17, 2025).  ] 

· Leadership, Strategy, and Direction—“the capability of the agency’s leadership to properly steer the agency and prepare for the future”[footnoteRef:9] [9:  Id.] 

· Service Delivery for New Yorkers—“the accessibility, inclusivity, and availability of all agency services”[footnoteRef:10] [10:  Id.] 

· Relationships and Collaboration—“how inclusive the agency’s policy design and improvement processes are” and “how well the agency works with outside partners”[footnoteRef:11] [11:  Id.] 

· Workforce Development—“the agency’s staff capacity, training, and development”[footnoteRef:12] [12:  Id.] 

· Financial and Resources Management—“the resources and budget allocated to the agency and…the citywide procurement process”[footnoteRef:13] [13:  Id.] 

· Digital Government—“how advanced an agency’s digital government strategies, implementation, and performance are”[footnoteRef:14] [14:  Id.] 

· Measurement, Analysis, and Knowledge Management—“the agency’s compliance with Open Data laws, the City Charter, and relevant local laws” and an assessment of “the Mayor’s Management Report (MMR) targets, performance results, and any information gaps”[footnoteRef:15] [15:  Id.] 


The Council produced a March 2025 report, entitled State of the City Report Card Initiative: Department of Veterans’ Services (“the report”), which provided findings and recommendations regarding DVS’s operations and performance.[footnoteRef:16] [16:  Compliance Division, New York City Council, State of the City Report Card Initiative: Department of Veterans’ Services (March 2025), available at https://council.nyc.gov/compliance/nycc-soc-report-card/department-of-veteran-services/.] 

When the report was written, DVS was one of NYC’s smallest agencies, with a budget that was less than one percent of NYC’s total budget and with fewer than 40 full-time staff members.[footnoteRef:17] Despite its small size, DVS was tasked with serving over 100,000 Veterans in the five boroughs.[footnoteRef:18] The report noted that DVS was celebrating its tenth anniversary, which seemed to be an appropriate time to look back and evaluate its work in its first decade as well as to look forward to its work for the next 10 years.[footnoteRef:19] [17:  Id.]  [18:  Id.]  [19:  Id.] 


KEY FINDINGS
The report offered seven key findings, based on the detailed analyses of DVS operations and performance presented in the report: 
· “DVS makes an effort to meet Veterans where they are likely to be.”[footnoteRef:20] [20:  New York City Council, “NYC Department of Veterans’ Services,” website https://council.nyc.gov/compliance/nycc-soc-report-card/department-of-veteran-services/ (last visited Nov. 17, 2025).] 

· “DVS has tried to use its resources wisely, while recognizing that it cannot do it alone.”[footnoteRef:21] [21:  Id.] 

· “There is a gap between [DVS’s] reported practices and the experiences described by Veterans and advocates.”[footnoteRef:22] [22:  Id.] 

· “Continuity of care is critical to the long-term health, stability, and financial well-being of Veterans.”[footnoteRef:23] [23:  Id.] 

· “DVS has created various support channels for Veterans to access its services and also collaborates with several government and non-profit agencies on a number of initiatives.”[footnoteRef:24] [24:  Id.] 

· “DVS needs to rebuild trust with the New York City Veteran community.”[footnoteRef:25] [25:  Id.] 

· “DVS must do better in leveraging other NYC agencies to reach and serve more Veterans.”[footnoteRef:26] [26:  Id.] 



REPORT CARD GRADES AWARDED TO DVS
Report card grades from A through F were awarded to DVS in the report, based on the analyses of DVS operations and performance.[footnoteRef:27] Grades were awarded for each of the seven pillars separately, along with one overall grade.[footnoteRef:28] A grade of B or C was awarded for six of the seven pillars (one pillar was not rated), along with an overall grade for DVS of C.[footnoteRef:29] These were the individual pillar grades:[footnoteRef:30] [27:  Compliance Division, New York City Council, “Learn About Our Grading Process” and “Final Report Card,” State of the City Report Card Initiative: Department of Veterans’ Services (March 2025), available at https://council.nyc.gov/compliance/nycc-soc-report-card/department-of-veteran-services/ (last visited Nov. 17, 2025).]  [28:  Id.]  [29:  Id.]  [30:  Id.] 

· Leadership, Strategy, and Direction—C
· Service Delivery for New Yorkers—C
· Relationships and Collaboration—C 
· Workforce Development—C 
· Digital Government—B
· Measurement, Analysis, and Knowledge Management—B
· Financial and Resources Management—Not rated (insufficient evidence to make a credible assessment)

As explained in the report, these were the criteria used to determine a grade of B or C:
· A grade of B—“positive performance and capability; extensive evidence of continuous improvement activities; widespread evidence of internal assessments of performance and/or capability gaps”[footnoteRef:31] [31:  Id.] 

· A grade of C—“adequate performance and capability; some evidence of continuous improvement activities; sufficient evidence of internal assessments of performance and/or capability gaps; internal processes need improvement”[footnoteRef:32] [32:  Id.] 



RECOMMENDATIONS
The report concluded with 15 recommendations for DVS to consider and implement (excerpted from the report and quoted below, with light editing):
1. DVS “should create, and publicly disseminate, strategy plans:
A. A short-term plan that identifies its core services, improvement plans for those services, measurable targeted outcomes for Veterans served (with applicable assessment plans to measure these), along with benchmarks and goals for [DVS].
B. A long-term plan describing what [DVS] envisions itself to be in its second decade. This long-term strategy should be coupled with a needs assessment for New York City Veterans, to help project areas of potential growth or adjustments in resources for [DVS].”[footnoteRef:33] [33:  Compliance Division, New York City Council, “Recommendations,” State of the City Report Card Initiative: Department of Veterans’ Services (March 2025), available at https://council.nyc.gov/compliance/nycc-soc-report-card/department-of-veteran-services/.] 

2. DVS “should reevaluate the operations of its existing borough-wide [DVS-]run Veterans Resource Centers.
A. [DVS] should examine current schedules of each VRC and update the operating hours to include some weeknight hours and at least one weekend day…[to accommodate]…Veterans who work jobs with non-standard hours.
B. [W]hen VRCs are closed, DVS should evaluate the feasibility and effectiveness of 311 being able to log calls from Veterans, gather the pertinent information and input the data into [DVS] systems for follow-up.
C. DVS should reevaluate the location of each VRC to understand what areas are more accessible by public transit and might better serve the current Veteran population.”[footnoteRef:34] [34:  Id.] 

3. DVS “should collaborate with CBOs and Veteran advocate groups on forward-facing communications to ensure that language used, methods of dissemination and other considerations are taken into account by DVS.
A. DVS should send out physical mailings to increase non-digital outreach to older Veterans.
B. DVS should create a formal feedback form on its website instead of a freeform comment box.
C. DVS should evaluate the level, scope, and mode of solicitation for customer satisfaction and explore the feasibility of conducting surveys by phone.”[footnoteRef:35] [35:  Id.] 

4. DVS “should audit its processes for providing housing assistance to Veterans.”[footnoteRef:36] [36:  Id.] 

5. DVS “should audit its internal processes through a continuity of care lens. Identifying gaps, bottlenecks or other areas where [DVS] may be falling short will better support Veterans’ well-being. In addition, creating robust profiles of the Veterans they assist, so that the staff have a full understanding of the Veterans’ challenges in addition to the initial request made, [is important so that] additional care may be provided as necessary.”[footnoteRef:37] [37:  Id.] 

6. DVS “should implement call-tracking software, such as Zendesk, to monitor when calls are returned and track when a case is closed.”[footnoteRef:38] [38:  Id.] 

7. DVS “should engage in meaningful and sustained conversations with outside partners to close the knowledge gap and lessen perceived negative opinions about [DVS] and its operations.
A. DVS should hold roundtables and conduct surveys with stakeholders (e.g., Veterans, advocates, CBOs, VSOs, grassroots community organizations, etc.) to solicit feedback on the agency’s improvement processes; issues accessing and understanding benefits information; non-digital outreach methods; and service quality among others.”[footnoteRef:39] [39:  Id.] 

8. DVS “should consider quantifying their ‘ideal’ number of public service employees. Understanding how many staff are currently needed to maintain [DVS’s] service level (through phone calls and at VRCs, for example) will help inform how many additional positions would be needed to expand VRCs.”[footnoteRef:40] [40:  Id.] 

9. “To improve the recruitment and representation of Veterans, [DVS] should expand the preference for Veteran status to include all direct service roles, ensuring that Veterans are hired not only in leadership positions but also in front-facing roles that interact with Veterans and their families.”[footnoteRef:41] [41:  Id.] 

10. DVS “should establish transparent training procedures for new and ongoing staff. By creating such documents, it can confirm with external stakeholders the training provided to staff, filling the information gaps.”[footnoteRef:42] [42:  Id.] 

11. [DVS], “in conjunction with the Mayor’s Office of Contract Services, should conduct an audit of its existing contracting under a developed list of key performance indicators (KPI) to ensure that every contracting dollar spent by [DVS] is being used effectively and efficiently, i.e. measuring the value gained from the services provided in relation to the money spent on them.”[footnoteRef:43] [43:  Id.] 

12. DVS “should create and publicly disseminate a master digital strategy plan, taking into consideration and accounting for:
A. Mechanisms that can help to implement and fund their digital strategies. This information could help to justify and enable further resource allocations for simplifying and coordinating their digital efforts.
B. Identifying ways for stakeholders and the Veteran community to have open access to its digital system development process to encourage public engagement throughout the policy life cycle.
C. Leveraging its relationships with agencies such as OTI to obtain more targeted feedback that takes closer account of the needs of the Veteran community, including more regular monitoring of users’ experiences with its online platforms.
D. Conducting routine performance assessments of its digital services, to better track how well those services are meeting their strategic objectives.
E. Implementing a continuous improvement approach to how it engages with the Veteran community that monitors existing efforts such as surveys, online feedback forms, and other means, and makes regular findings on how those efforts can be better tailored to the community using digital tools.”[footnoteRef:44] [44:  Id.] 

13. DVS “should publish its policies for sharing data on its website so that stakeholders understand the limitations of what they can share publicly.”[footnoteRef:45] [45:  Id.] 

14. DVS “should consider adding additional case-related details in its internal files to improve its usability. For instance, including dates a client’s case was opened and closed could help track the average time to resolve a case.”[footnoteRef:46] [46:  Id.] 

15. “The current “outcome description” column includes many unique descriptions. [DVS] should consider grouping options for this field into broader categories, like ‘Received Benefits,’ ‘Ineligible for Benefits,’ ‘Employed,’ ‘Unable to Contact,’ etc. If the current level of detail is necessary, adding an additional outcome detail field could be beneficial.”[footnoteRef:47] [47:  Id.] 



DVS PROGRESS IN IMPLEMENTING THE RECOMMENDATIONS
At the April 28, 2025, Committee hearing on the topic of implementing recommendations from the Initiative, DVS Commissioner James W. Hendon provided oral testimony, based on 20 pages of written testimony, about DVS’s response to the process used in writing the report, to the grades DVS received, and to the desirability and probability of DVS’s implementation of the recommendations in the report.[footnoteRef:48] [48:  NYC Council Committee on Veterans, Implementing Recommendations from the City Council’s Report Card Initiative, supra. ] 

The Commissioner opened with four themes: 
(1) Resource allocation, noting that DVS has been asked “to do a lot with a little” and that DVS has had to focus on “facilitating an environment” in which Veterans’ needs can be met rather than on meeting all of their needs directly and further noting that DVS has offered some direct services, provided referrals for others, and executed collaborative work with partners; 
(2) Expectation management, noting that DVS was not the U.S. Department of Veterans Affairs (VA) and could not do what a federal agency could do (in housing, for example) and further noting that DVS worked with partners “to deliver an outsized impact” such as working on employment issues with other City agencies, working on VA claims with the Veterans of Foreign Wars and Northwell Health, working on food programs with nonprofits and New York State agencies, establishing Mission: VetCheck with New York Cares, and running the PFC Joseph P. Dwyer Program locally with New York State funding; 
(3) Penetration, noting that DVS has been aiming to reach Veterans who have not yet self-identified with at least seven “touches,” some of which would be from DVS itself and others of which would be from DVS’s partners, like City Council Members, Community Boards, Borough Presidents, State Assembly Members, State Senators, and the New York State Department of Veterans’ Services; and 
(4) Smart growth, noting that, in the next five years, more of DVS’s efforts could go toward client-facing functions now that the administrative functions of the agency have been established during the agency’s first 10 years.[footnoteRef:49] [49:  Id.] 

In looking at what the report called a disconnect between how DVS viewed itself and how representatives of the Veterans community viewed it, the Commissioner remarked that only 21 individuals were contacted by the Council’s Compliance Division to provide in-depth evaluative feedback about DVS, which was a tiny sample of the Veterans community, not counting family members.[footnoteRef:50] He also spoke of the need for more Veterans to self-identify and took responsibility for DVS’s needing to do even more than it currently did to encourage more Veterans to self-identify. He recounted the growth of DVS from its early days as a referral agency to now offering “attractive programs and benefits” in the areas of housing, health care, culture, education, and employment to get more Veterans to self-identify. He noted that DVS was looking forward to a July 1 launch of its newly updated VetConnect platform.[footnoteRef:51] [50:  Id.]  [51:  Id.] 

The Commissioner also responded to the recommendations in the report for each of the seven pillars that the Initiative assessed:
· Leadership, Strategy, and Direction—DVS would publish a short-term and long-term plan.
· Service Delivery for New Yorkers—DVS felt that it was already flexible enough in responding to Veterans at the Veteran Resource Centers (VRCs) during open hours and outside of those hours, when necessary. DVS also felt that there were enough metrics in place to judge its operations and did not need to implement an internal audit process.
· Relationships and Collaboration—The Commissioner offered a long list of current relationships and collaborations, including Veteran and military family community summits, community engagement sessions with Veteran leaders, employment workshops, entrepreneurship sessions, Veterans Mental Health Coalition events, Veterans Advisory Board meetings, and the Veterans feeding program. He pushed back on the report’s finding that DVS did “not listen to the needs of the community” sufficiently.
· Workforce Development—The Commissioner noted that DVS already significantly incorporated Veteran community members into its workforce and that it could not discriminate against or in favor of job applicants on the basis of their status as a Veteran.
· Financial and Resources Management—The Commissioner noted again that an internal audit of DVS would not be a good use of resources, given that several entities already were in place to oversee DVS operations and that they would investigate and audit, if necessary.
· Digital Government—The Commissioner explained that many of the recommendations in the report would be accomplished when the new VetConnect platform rolled out on July 1, 2025.
· Measurement, Analysis, and Knowledge Management—Again, many of the recommendations in the report would be accomplished when the new VetConnect platform rolled out on July 1, 2025. In addition, DVS would publish policies on data sharing on its website. [footnoteRef:52] [52:  Id.] 


CONCLUSION
The Committee seeks an understanding of the status of the implementation of the report’s recommendations, now that DVS has had about eight months to digest the report and make a start at implementation, and in how a slightly increased budget and head count has affected that implementation. The Committee is interested in learning how much more funding might be needed to carry out additional work and how the Council might support DVS in ensuring that remaining recommendations can be implemented smoothly.
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